THAILAND QUALITY AWARD

2563-2564

LEADERSHIP

STRATEGY

CUSTOMERS

MEASUREMENT, ANALYSIS,

AND KNOWLEDGE MANAGEMENT
WORKFORCE

OPERATIONS

RESULTS

CRITERIA ror
PERFORMANCE
EXCELLENCE
FRAMEWORK



The material in this publication is based on

Baldrige Performance Excellence Program,

2019 - 2020 Criteria for Performance Excellence
(Gaithersburg, MD, USA: U.S. Department of Commerce,
National Institute of Standards and Technology,

http://www.nist.gov/baldrige).

Bontivde : INfUrisvIanUMWIRVEIA U 2563 - 2564
TQA Criteria for Performance Excellence Framework 2563 - 2564
ISBN : 978-616-265-198-4
darinlne : SUNVIUSVIANUNWLAVBIA
AMUUIDLWALEAIAOEA NS:NSIVYNANNSSU
o - usen [svduuinzdusen 9 (UMBU)
muwipsoA 1 : SudAL 2562
R LIRIITITII]T]] : 2,000 18U
91uountn 172 nin

vasuniivdalan : d10nuusIANCUNWIKRLENR  anUUIBULALEAIADGA
5u 15 91mseRan 1025 nuuwnalgsu
uovwoyln whwoln Nsvinw 10400
InsAiwri 0-2619-5500 rio 630-634
aemsv 0-2619-8086
Insans  0-2619-8085
E-mail;- - - tga@ftpi.or.th
Website: - www.tga.or.th
Facebook: TQAlive



THAILAND
UALITY
WARD

nsianyanuynd

dnyanuni

] = 1 1 v [ = v v g 1
Pafndnevasiuantinuluiinangang hasinemangnEnivg
dnailsynesvaugveil agiuﬂiaugﬂﬂimmﬁﬂrfmmqim

AJUNUNY

$19%aAN MU AT TadUNs Lﬁmaﬁﬁqﬂmaﬂuwamﬂmmmm

me:Lﬂum?m‘mmmmm’mLﬂu@ﬂiumau?mﬁmmﬂqﬂﬁm AARAILL
qu = I L3 QI £ v =

Hatlsznaunisia euwinasAnsigauduiuIlnunmasaatulan

avAUs:nau
Manny aeliiutangegauispnudnia Anugalsatl
= A o o o @ oA K
wazngflunaausualy swfludanalsnsoun
Guamﬂmﬁm
Gawdneo ﬁa’LﬁLﬁuﬁqmmLﬂuLaﬂLLa:mmy:qﬁuﬁ%ﬁwm

Wd&l é" | I ::
mmg’lu@mmwﬁlmmm‘uuamﬂwqmm

o

dovntheitonsolng  Aedideiiet nmsuasnsallnagainudnda




IDAUISUN Y8V “S1udanrunIWIHVEIA”

SWIANUMWIADGI 1JUSIIASUNSVITESA
gulasumseousUag NI WY 1TUIASBVALIE
uanviivnwiduiaalun1susnsonNIsyevavANS

AnaIfgus:-AuUImsgulan

IDAUISUN

1. LﬁaaﬁuagumiﬁﬁLLu'mNa‘N’ia@mmwLLﬁ\imﬁiﬂ"Lﬁ'ﬂumiﬂ%’uﬂgqmmmm?ﬂlumimiﬁu
4‘ a aQ v | L2 dl o [~3 Qs

2. Lwaﬂ?:mﬁmmm@mﬂmmmmmmﬂi:auwamm’tuazmummgm‘iaﬂ

3. Wenszaulniinsseuduazuanilaetdslinnduana

4. deuandliunnanaiuieronugailunsenssiuunmsgruanuifudelunisismsdnnis

Us:lauliroavdns

B9ANTNIATY NYAeNTY nUszian nauia Adunudiwenisatiuntsiduda Faflu
neaunsdszilugmunnszAuunsglanlUSeuiieuiuszuunisismsdanisueny azlasulsz el
lunndumeau,

1FuAINNIFUs L uALLY Q’u?“mm:mmﬁqamwﬁl,l,ﬁ‘«v?m F2UUNITUTUITTANITURIAL
fanaanunnsasluGedda asawisadmunisnisuazimunaidaaulunisdaviuuul jiimnas
wazilieasAnsUiRmuuauussqilmunenngli Ianuniau uazdindulaadnsiuseia asdns
azlafunismaradsziduaiansruiunisiildszdnsua Inagneepnialanrainnalgaiunandn
nlasunsinevsuiiaflugmsadssdulasani: uazluinesAnsaztirunuiiumddavselufinny

& VYo Y o < I a o 4 o o < | o
mﬁm'm:“me’]mmﬂauﬂaum'i:qﬁgmmua:qmmmaﬂﬁuﬂgq ganuulszleaminanistinldanauau
£ a v g 5 |
UiunlgeasansIviauysalinnaunalyl.

avdnsiilisuseTaazdufitauiianesdinesing q fnelulssmduazsnalszing uazdians
T nsndyansalsaianu N Fadedeanuiudalussuunisdmedans Tunnslawan
UszanduiusasAng muﬁviiﬁiamadqLa?fmLLazaﬁuagumaWﬁuuﬁmmmummin”l,umﬂmiﬁummﬂ?zmﬂ
Tmﬂmiﬁﬁpauaﬁ%ﬂﬁﬁ’ﬁﬁﬂﬂﬂéﬁmmﬁL% wazidlalanaliinsdndeurmaniulsznaunisiadu

T

1 DA
WLLRENI AR

shu ) hlddszgnd ielitszaunadidaaeaiu,

.........

..........
-----
DR



daasuny

Infuristvdanrunwirivsif U 2563-2564
NFALNNTUENITANITAUNAUTINTAAUNINUNITIA
NMN3UUATATIATINIBUNUTTNTAAUN NI A
ANDFLNERANNTENULN U

iomInfurisudanmuUMWIKLEIALAA: UL
unin: 1AT9971989ANS
UM 1 N19UNReANg
VIR 2 NAENS
ViIn 3 gnan
VIR 4 N193R NTIATIZN UaTN1eANITAILS
YUIn 5 YAAINT
nuIm 6 NIURIRNIS
LA 7 LAaNG

s19a:18gANINgadanUINIUYISVIaNUNWIADEG
ma‘Lﬂ?}'lﬁluLLﬂmﬁehﬁnvnjmmm‘ﬁ
WUINNNITADLLNTUT
ANARLNEN TS8R
ANTEILLATUUIAANAN
aREIUANA

A:lluU
FTULNTIAAZ UL
w19 IAAZ LULNTZLIUNS
WUAINNNT AL UUNAANS

AWENISDYBVSIVIAANUNWIADEIA

12

15
21
28
35
39
45
50
56

65
69
76
115
128

156
163
165

167



INCUNSVIA

—]

AAAAAAA

: E
=z _

>= ==

=~

o<

£




INfUYIS109aAUNIWLHVETA
U 2563-2564

NSAUNISUSHNSYANISAUINIUYISIVIaAUNWIKDBIA

2 s 1 = 491 v L2 L2 Qs s 2 QI
INUNTNIAAUNINUNIAG Laaiwmﬂnwﬁqlﬂﬂﬂi:am UFuilganadng wasing
AnAuaLgalunITIAsdY INadNUTaLANTUTLaIANSlUS L ALIUN NN A,

. v e o s A e sy Ao edd
avAnsunungldinnusiseianun nuvens iediudsauar launasaansndatu.
L8 ‘dl Yo % I a Yo o | [~y s v o 2
ANSNIATLIINTAANNMILYNNA TnFUNMseauiuITussAnsAuLLLsZ AU I A, 89ANT
| .&j v dl = vaa Quadl [« a (%% < | [~ £% £ % <
wianll lauaniaeuseuddsUjiandudaivesdnsmng q waziluusaiunialaliesdns
au 9 d5udgenisdifinisuaznadnsueenuies Ieduannen1siALIANIGLATEEAA
wastszinaine.

TQA Ciriteria for:Performance -
Excellence Framework 2020-2021

|




TQA Ciriteria for:Performance

2

Excellence Framework 2020-202

InfurisvIantuUNWIKVEIA YowavrAnsadiols

Tiidnazfunsdnsinaiulng fndasln visasntiugsiaundunamanet nnesdns
maqmemummmmﬂuma‘ﬂgummaﬂa‘ Tunazluszezena. Lﬂmm’mammmw
WYANT A mmiﬂmwLmeVmeﬂLaa"lwmﬂﬂim q sy aummmmmwmwmuu
nusntagun s BaslresAnsAunuuazldlslerianngauds wazmSauniay
Suefumnuinme iy,

[

o | 4 o I < dld o s | o Qy
N asAnIauIsnRatauadnalsslAUNL AL ATUABDBRNANT AN

o v < [~$ dl‘ll I (% o < v
o VAN unlafelsziAuN ARG ULz s v auANudsa lusz ez e luan NI Aaa L
NN9ANTIUNITURIDIANT.
o VY o YV o 2: [~ 5 Qs
o Vil §3AN1T uAZLARINITISUALBATALA MR AT,
o vilifiulayeansuetesAnsidnlanazaiunsaliaiusinlunisduindaussAns
ldpnudnia.
o v = ) v = I v (%3
o VAudnla warmauauad visavinlAianiiANuARINITLAL AINUANAYINURY
anmn.
U

3 91«‘1 | aQ o [ IS a A o | o & ::
° V]WFLMMUSL@’J”ITW?‘]JQUmﬂ’ﬁﬂ]ﬂﬂﬂﬂﬂﬂ?ﬂJﬂ?Zﬂ‘Vlﬁﬂ’]W LLﬁZ‘U’]VL‘]JQV"I’J’WJJ@’]L?"VsluiZﬂZﬂu
WASTTEZENA.

(%2 :: 2 I o | QI o Vv -2 4 ° < a a
Aty aeAnsararunsnaglusunisivinliasAnslvilsrauanudidauarussqiiusia
‘UQQI &/ (%3 v = o :: 2 Y o 2
I@ngeu nAnudnuiazanuaanadesilluwumaseniuniesdns Tuanzginesing
UAaNg gnan uaziusiingdAty.

InfUrisvIantUNWIKLEIA riviusgvls

AATINLBUNUNTINTAAUNNUVTNR AB N193L8ANT lunuuala viseatlugsia
10 PALANDUNTINNE 3 da ATl

|
S v

< o A va | & = |
1 asAnsetung leaatnanaaafuvaa i,
g v v I
2) 24An3g lnatnals,
3) avAnsAsLSudsavisailasuntaserls Aedsnisaeals.

ol aeAng I Y anNTsAsrneanunaasdn gl Iunilaaen Lﬁlﬂiﬁ‘]_li’ia‘
fusRaRAANLAEI9thasalias uaziannsAiuneiTuaa F9dandn NN LI,
Tnseafuaznalnnisysuinisseannn lAun Allauuazuudnndn inum 7 AR
AuETLS IRy wazuumans Az,



AfdguLa:udAANan

INUTFTAAUM NI ATNUg UL ATaLuazLuAaman 11 dsznns Tufy
4' a dl | < I L8 QIIQI o A QII | a [ %2 zg
ANLABLAZ NN ANTTUTNLNTWGnag TunaneasAnsiduanisAtiunsiduda fsil

] :qumqﬁm:uu (Systems perspective).

o NN9UNRIANTRENNTNGaTIFL (Visionary leadership).

. mmﬂu@ﬂﬁa&uﬁu@ﬂﬁﬁ (Customer-focused excellence).
o nsliAudAYTLYAAINT (Valuing people).

. me@auis:ﬁumﬁﬂmazmmmémﬁa (Organizational leaming and agility).
. mfiJJQLﬁummﬁm% (Focus on success).

. NeTANTIEUTANIIY (Managing for innovation).

« nednnsingldtoyadse (Management by fact).

o navinazleullidsau Societal contributions).

o a5a899ulazAUllssla (Ethics and transparency).

o NNFAINBLANAMATNAANE (Delivering value and results).

InfurisudanuNWIFosIA WewanisadunisAUUIAF

ﬁﬁﬁlma‘mauﬁﬁmmm\imm‘ﬁmﬁa@mmw LﬁﬂNﬁﬂ’]?ﬁ'\LGUﬂW?ﬁLﬂULaﬂ (Wﬁ’] 21-63)

s v o = = o Ao o
?Nﬂﬂ%“-v:Vme%"J‘-vmma\ﬂm@gmLLﬂJ\iLLa:Iamaﬁluma?ﬂ%‘uﬂﬁ;\i V"I?ﬂ‘]_lﬂa‘ll 7 WiJ'Jme’Wﬁﬂ.l:LUﬂq?
'%Jmﬂf]ﬁ‘l,l,ﬁﬁﬁﬂf]?ﬁhL‘aUﬂf]?‘]JﬂQﬂQﬁﬂ?.

o s g 1 a o o ' o g I L3 o 9/0'/ =3
1. n191ne9Ang: adAnguLstAdeAtLazinaaansatngls. nazasansvinliiiulang
nsrfiuguassAnsinesndls,
2. Nagng: ssAnsmsEuANUNSaudmFLauNAnaedls,
v s s v v =1 v Qs v 1
3. gnAn: aANeFLlgnAn adeanuienale uazadAnugniugnAfetls.
4. 119IA NITIATIZN LLa:mﬁmmimm:ﬁ: mﬁﬂﬁiﬁﬁaHaLLa:aﬁiauLmﬂﬁﬁmaaiﬁ
an1eamaulantngls.
5. UAAINT: BYANTASINANMULNALLAS Laﬂmuwmammau’lwmmmﬁummmmamqli
6. N15UfAnNs: aeAnsTulalaag1elsdn miﬂgummmmummmuﬂaﬂm
Hilszananmuazilsvansua.
Qs g s ) a va
7. WAANE: AIANTALTUNIG IARALNENLA.,

TQA Criteria for:Performance -

Excellence Framework 2020-2021

3




TQA Ciriteria for:Performance

4

Excellence Framework 2020-202%... .

ANUAETTAITUTININUNUTINIIAA ) wiantl TiyuneuiesuLued@IAng Matn
ANUNELHRAT LA

L o sda &
1) ANUAEILTANTENINULININUBIBIANT TUNLIA 1-6 WAZHAGNEILARIU (LA 7).
2) ANMUAENLAIILIZNINNPINUKULARINITLNINULUNALNE.

3 amudndusesdidayanmnudinenignimuaznainlunisaienaemsuazuuulfiRns.

nusnunasiAn:uu

dwuinunseiagun g neswaszydunsruaunsviseradngliu luiesne
ADNNTWAILNAIANT. BIANTANLNTLTZ LU ALWAILNNITURINTZLAIUNNG (UIA 1-6) 114 1R
Lavuaans mum 7) lu 4 1 (@mﬂa:ﬁﬂm LUINIGNNT IAAZLULL YT 162-165).

XK aal | lﬂl o Vv ‘:‘I o Vv ° < o %
NTTUIUNTT NUIENT ITNI1TAN € NnavANg liNavin e udnga. HIRUMTNIAATUNN

v

| a v s a o aa o
LL%Q‘]I’W]‘H'DEIGLTAQQﬂﬂ?m‘i’]"'\)ﬂﬁ‘zLMULLHZU?UU@QT\‘J‘ZU’JUT}’]? Tu 4 4R ANU

s aNaa I o 4 s ° <

1. uuane o asAnsiidsnisasnalslunisvinliausasasAnsdszauniudnisa,
Anuiuszuuuazlsr@nsnauauuiniandrAnyatasansiiuaenls.

2. MenenangneUfon : esAnstiiuumeidAnyl)1degnsnadunanludiunu
Mfendasatnals.

= Vv L2 a o ql o %% (2 vyva A

3. M9Feud ¢ avAnsdszilunardFudsauuinieiididnguetesans taatiesls,
nsUiulgane o Insuusifunalussansianiiecls. asdnnnuilvg o lhildgnisasng
uinnssuvisalyl.

4. N1TYTUINIT : LUINAN 9 vedasAnsasnndediuaudnduvedasdng
naluilqiunazaunnatnals,

a oA nIJ :; L2 Vv s va dl £ %
ﬂi:mumaﬁua:miﬂgummarmmmmmﬂa:muaammamnulmmwmimwaiwua?iq
Y I3 Y I's dl o Y
hilszasnszauaiansndAny.

a

L8 (%3 I a vV o a [ -2 aa dy
Lﬂmsi/l’j‘ﬁ\‘l’lﬁ@ELLQ’]WLL'VNSJI']ﬁ]‘]I’JﬂsLM‘ﬂ\'iﬂﬂi‘ﬂﬁ‘ZLiJuNﬁﬁWﬁ 1u 4 URn MU

1. 920U izﬁ‘umamiﬁhLﬂumiﬂﬂﬂ’ummrﬁTﬁmﬁmm:amﬂumﬁqii.
v % Tl QI dé’ & = a =S 1 1 a
2. wunltly : Nadnsinlasunlasfau visamiaulALl UIALLAININAL.
3. NeulFsuiey : Nan1ANLUNITUANRIANTIELTUaIANT ULz AU T uatinals
1 = (% I 1 = (%3 = = = YV o a
U WELiUAWAN visasTALELALY visaginlugsna,
s a Y o"dl o Y v I's = 1 g v Y (3

4. NTYTUING ¢ BNANTARANUQLATNENAAYTUBNANsvisaly. avAnsldnadnTiy

an1samaulavigalal.



UL RAIANTAALAIDI LA LLNUNLAZ LTSN UNANIT AR LURIALLAITLILUININIT I
AZLUL mﬁﬂm:mmamzq@gmLL%QLL@:TamasLumafﬂ%'uﬂﬁ;q MO luN LA NLIALAS
SLUINNLIA, Lﬁamﬁﬂﬂ%mmeﬁmﬁa@mmwLm'qsmﬁLﬁau?fmﬁmmwam&mLﬁumar
4ANT %LﬁmmaVT’wmuﬂ?zmuﬁ’uizmdwﬂ’izmumaﬁﬁé’]ﬁmua:%’agaﬂauﬂé’mmdw

[ % % L3 4J ) ] o dl v o’dy 1 1 dl g
NTEUIUNTNUNAANE mw:miﬂqawamﬁﬂiuﬂqq. wazilalanuntaganaiiay a9ANg

v v dl v s 3 QQQIQQI v [~$ a 1 |
f«a:“l,mL’iﬂugmmﬂummﬂimmu LLamzmmmi:mﬁmmmam"lumﬁmwﬁgmufuq Tpara91g
LAYASIIUTANTTY.

INCUYISIVIAAUNIWINVBIA INUI:EUNUNNBVANS.

o (%3 I a @ Vv ° f=f L8 MY o

s TannmnwiRausadiLlflAnuanudndureswsdng. inumlulddmun
MNevANsAsIRlAsIaTvisantsU N saenals. lulaseseesing mith 15 aeAnsazesune
| @ A o o | < & 1% % < v a v & o (VRPN
Merlaiudsddymensing. inunnsziulviesanslduuiniaainassa USUELA Tuianssy

N | Vv A4 o <~ kA dl N dl dl o 18 | . .
wazEiaveu waznszaulvinsAnsidenliiAsaslienivunzauiigniuedAns (au Lean, Six Sigma,
ISO, Balanced Scorecard, Plan-Do-Check-Act (PDCA)) waztaanldinzasianiilsz@nanaunn
4 4o o - T
Naneduindaunisfulsuasdnanisiniiunesinosiseu,

UNUNYBaLINIUYiIS10IaAUNWILHVEIA
mmm’am’ia@mmmmmﬁ ﬁ']_lVl‘]_ﬁVﬂuﬂ’ﬁ‘ﬁqﬁj"NL?ﬁllﬂ’J’]lJﬂ’]JﬂiﬂeLUﬂ’ﬁLL‘]Jlﬂ‘ﬁu3 Us2n"9 An

) ﬂj'fmﬂ%’uﬂﬁqm:mum? AAAINUAILITD LATHARNE,

2) mmi“mumia@miua LLaﬂLﬂaﬂuwﬂumﬁmiﬂgummLﬂuLam“mNmmmmq ‘)
HALNL TQA Winner Conference Waznnalilemasiannsadneiilisusnea.

3 fhuedesdiofitninlflunsianudinlawes 1 lunnst s innisuanisanidiunng
UYRIRIANT %ﬂwﬁmuﬁm’LuﬁNﬂaqméLLaxa%wiamaiumﬂ?ﬂui

Tutlszinalne ﬁmftﬁﬁmmm%ﬁaammwLLviqsmﬁLﬁlmhﬂslﬁmﬁmﬂ%’uﬂgﬁmmm
anusnlunisuasdularadndiussuunsimunazlsziiuaansang o loun szuunng
51198411m997UITNENLNA (Hospital Accreditation : HA) 7zLLINNTs2IdUAMNINEFIAMNA
(State Enterprise Performance Appraisal : SEPA) ixUU@mﬂ’W\lmiiﬁWﬁ%’mﬂ’ﬁﬂ’]ﬂ?g (Public
Sector Management Quality Award: PMQA) Lﬂm‘ﬁ@mmwmﬁﬂmLﬁawam‘iﬁ%ﬁumu
ﬁLﬂuLaﬂ (Education Criteria for Performance Excellence: EAPEX) LLa:Lﬂm‘ﬁﬁ?N%@mﬂﬁw
Lm'qzﬁ’ﬁﬁfﬂmuﬂm:ﬂﬁumimiﬁﬂm%uﬁugm (OBECQA).

TQA Criteria for:Performance -

Excellence Framework 2020-2021

S5




TQA Ciriteria for:Performance

6

Excellence Framework 2020-202%... .

InfurisvIaptunwIrivsAvevUs:InAlng

INEUTINTARUNNUVTR fiemaesteimunuaznisdsaiuiifiauAssdFiseTa
ARINTWUVNANARN ©) halan Lﬂu‘ﬁlﬂau%‘udﬁLﬂum‘auma‘u?mﬁmmaLﬁaﬁﬁmﬁﬂﬂﬂgjmm
Thude. nslfinumidanannazieliasdngsing 4 lutlszmalneiiuiauauesednal
mﬂméﬁq Lﬁaﬂiz‘imﬁmmgﬂﬁﬁ yraNg gudwlndnuds dau dszinAei uazasAns.

58msléinrurisodantunWIAVBG

's 11 | 's [ =] [~ v ' [ 1 a
nnasdns lunnezdluasAnsaualvavisaruindn annsalfinumisndianmunnuiens
wWaLFutlssasAnsla. inuisTanunmumsnAazmglviesansanaulalanazEuduile.

n. ‘vmnmﬁnil,ﬁdL?um”ut?ﬂuimmsﬁmﬁaQmmwumﬂﬂa

aal 1 dy [~{ & o % [ QAIQI v v s %3 1 a dll s
8N9aNLl fmﬂuﬂi:‘imjumwmmmmmLiumuelﬂjmmmmma@mmwummmmaﬂmﬂgq
A9ANS.

1 1 '8 v a dl ) Y o 1 d‘yq/ Y a

1 aulaseseasans @t 15). afdsaiemAneuliAnumatliuAuHLEINg
sriiugeananoilunsneiaLlsTilunuleIATILINIBIBIANS.

2) ANMIANTIENLAZUUIAAVAN 11 UsZN1e (ML 115). WELLALNAIANT IRy US LA TEL

1 dy = [~3 v dl « 1 o
WAL ’Jmﬂi:muaﬂimqmmﬁﬂimmmumaﬂmﬂ@q.

3) mauAININAIN 17 deraunusisneiaannnuiTNg. iiaviaudilaiugu
NEATUNUNLAZNANITALLUNITUAIRIANT.

4) BIUNTALNINTINUBITTULUTMNTIANTNANITANTuNsInsauidanana1e ¢ u
UARZRIAAININ (VTN 15-63). BIANTAANTUNDNLTAUMANT (Favtlaaadtintu Tutlann
o) TUN19199 2 ULNTUNRIANT LA LN ANANIT AL TLLNNTVITe 11,

5) meﬁmﬁaqmmwLLﬁwﬁaua:Lﬁamﬁ'm%mﬂ LﬁaLﬂul,méﬁaga“lumiﬂ%’uﬂgq
HANITANLUNITURIBIANS. LNULAZAIDELNER1R e 1IRIANTARAIENSNLANANT 13819
NFOLNNTANNENINY 9.

v o1 = A o A o < o | a A o v

6 vingunsinausuvsadLNUNAEITLINUYITNIBAMATHUVTIRA. LNBITEUTULING
ql I QIQ L3 QI Vo % o 1 Qy Y Vv g s 1 a
MduluuegnnedAnslafuseda. asAnsmanilildinoumseianunmum
ieliusananisAtung a3 1auTnngsy LaTUITQRNAGNELILAT.

7) adanlugnsiaulssiiiusaiaaunInuies (1easlfannu www.tqa.or.th).,
v a o I a Vo = I 4 % v «
AnsradsziliusvianunimuisnAazlasunstineusuesnadudu Iadszaunisaiannnis

a s dl s Qs = v 4‘ a6 ¥V & s
neaatlsziiiupsAnsfialings1eia wazFaudivatlszynaldinumiiuesAnsvan.



a, \lnavAnsnsaudmiunisastadsziliulnglfinuyisneiannnimuiens
a 2 v s o 1 a Y o a o o } qu,
nsdsziliuasansineldinaunisneianninmnuiena Wsntunsmumuuziasma il

1)) '%’mﬁﬁimqéwmﬁni“lﬁauuumi Wanz§usmsszauganauAniululasesaesdns.
L= [~$ QIU v ['v3 = Y v = [E=] v [~$ I ‘Q‘y
vannudansaumaludsziiulandaudeiu viseldeyaties visaluiine Tildszifumant
lunisasfianaunuielviifian1sUJiR. vareesdnsldlnsessvesAnsdugaisusnulunis
Usziiupuaaluliiasmnu.
v . P . e oA A e A .

2) lAnuraunusiwuuangluuuiuuuimisdunisvimnisasidrAginaitasans.
29ANTRNIAUNLIALER ViFaLlstiAuiAs AU AR,

3) NUNIULLININNITWATUUY (VTN 163 WAz 165). LunatazanslnasAnstsziiu
SLAUWAIUINITUDIAIANS.

o a s I o % o Iy A o

) mauAnuluvananasAnmmeuaniudaciolse. neunianuewvisaiuAu:
Q’u?mi'izﬁuqq mﬂﬁum’mﬂi:LﬁuﬁgmLL%LLa:‘Eaﬂ’m"l,umiﬂ%’uﬂa;qLLazé’mﬁqLLmuﬂ'?uﬂgq.
aenalefey 8n19Us 21 NUlALNNTIRNARLIANIZNLIAALNNT 819N ITANAAINLINT AR
ﬂiﬂﬂﬂjﬂﬁﬁwzﬁmﬂquumL%Q?:ummmmfﬁmﬁa@mmwumﬂna.

5) 1ﬁﬂm:Q’u‘émi:‘:ﬁuqqmwﬂimﬁumﬁm. lunstsze ‘Lﬁmm:éu?mﬁ:ﬁuqq
ABLANNNLANUTATITNEIANTLAZINUANTS 7 nuan ialinsufaudazlanialunis
U3udse wdrdmvinunullFudgsasans.

6) m’mﬂﬁuﬁumﬁnmmmﬁugﬂLLuuﬁ'mmuLm. FaRIAnLzrINaUNeluadANTINES R
YNlATIT19R9ANTUAZATIALTLIUAIANTATLLN UG 7 VLA,

7) adAsTanUNNUVITIA. ﬁﬂmmn@jﬁaaﬁmma%’umﬁa@mmwuﬁwﬁﬂﬁzﬁiﬂ
U 9 an3ulas www tqa.orth. WaasAnsnsay aunsnainsuesunissziiuniels
mq’ia@mmwumﬂmﬁ %mﬂﬁ?unwma?fmﬂ?:l,ﬁuimmm:ﬁmiwﬂ?zLﬁumﬁa@mmwuﬁmﬁ
ANFATINUINTAAUNINLYNTNRDEN WAL,

-
o}
C
o]
£
o
=
[0}
Q-
o
§S)
kY
[0}
=
O
<
d
&

o
O
o
o
N
o
IS
=<
o
2
0]
£
o
(S
[0}
8}
<
Q£
O
O
x
[NN}

7




0
0
c
]
£
s
=
o)
o
o
RS
i)
o)
=
]
<
g
&

Excellence Framework 2020-202

muwsoua:lasvasiuyevinturis1vianuNWLKVLA

WawansAdun1shiiulan:
(Criteria for Performance Excellence Overview and
Structure)

INfUVIS1VIAAUNIWUKVBIA WowansANTuNsAUULEF: LJUUBVIBEVS:UU
(Criteria for Performance Excellence Overview: A Systems Perspective)

seuuneAunnsiTluda Uszneudneinmsd 6 Muamﬁagjdauﬂaﬁmqmw %w:uq
ﬂ’izmumw,amaé’w%ﬁmﬁﬂimiq. anieAuns AL uAAfasan fan1sinasAns
i azuandmiuiunedwnlaaa, @ “NIYTAUING finananm uangliffiu
nﬂaqﬁﬂizﬂ@mm?:uuL%;flﬁﬂqﬁ’u.

aNATUUILAUNATINGNY uansnsieuleNdATsnInengunstiiesins uan 1, 2
uar 3) UNAUHATHS (MUIA 5, 6, UAT 7) LLazé’qLLamﬁqmmﬁuﬁué‘[mﬂmﬁ:mdwﬂéu
N5UNBIANSUATNAUNAGNS.

:: dl qu [ I L2 dy dJ v
anAsuuIAmnaann TluilasesvasAnsuariiugiurassruy alviansaumauas
TayatilounaudmiunszuiunisidrAyuaranIniIndaueInIAns.

Trssdnasdng
fnuALRINdmiLaIAng

WuiuguasinsAndunnsiemunesesang
. e -
nqumMniheedng ; NQURAANT
i eang nalfiEnng uasuaEng

mmiasdng nagnd uazgnAn

i dsznaudan nezuunsTijutiuyaains

wiupnudrAyiinsiiesdns [ . ® . : ‘ .
! : HE D
ﬁma{'aﬁnaqwﬁ( LLa:Qﬂﬁw H ASVSTIVOVANS : zi,uaunﬁiﬂgumnﬁiwéﬁ@m UATHARNS
H §ARINNSZLIUNITINANTIY
M 41‘J,sru1msb ﬁ

nsdn NSIIASEA 1a:NISHANISAIS

Fg, an
. : Wyyna:uuoAANa

Mugnuraeszuy ° H
H H H o ! [ v
i meezd wazmeiameanad) i MIMUYNAE s HARNa

: L e e ereeeeeererrrre s e e e s e s e e e e e e et e s e b b aaaae e z P S U
HanudrAyednedidlunisvinliesdns {1 zNoUMIENAANE AUNARSUT

; : PR oaX sk HE ¥ vy
finssmnnsitihlszavisua waziezuy NP9 TBAUNINILIANNAT TiugIuINAIn { UAZNTILIUNT ANUGNAY ALLAGNT
; : A s ' . H e e .
findsimlunisulgmanisindums AnfleuazunAavdniilgnilegluussniasdng §uMeasANTUAzNeMALgLeRIANg
L 4 -: aa o A Se e Py a o <
wazAnuasolunnTuteiy Fadedld Awaneantunsiiuda ANUNTRY AR WAZNAENS

v .y o oo i
‘].I‘BHB"?‘N LLﬁ:ﬂ\Iﬁﬂ’ﬂM?“lﬂuLli\mﬁﬂﬂu



INfUriS0IaAUNMWIKRVLA LliswanisANbuns
nduan: lasoasio
Criteria for Performance Excellence Structure)

(:: v o YV [~$ a
UG 7 NuUlsenaumiesindanaz szl AUn|1TuN.
Vadia
(d:ﬁ o Y = o Y | g | o YV = I v ‘QI
nuRInavun 17 viada uazen 2 idelulasesesdng unazirdedqnyuliuniani:
19nza. damartuteeaniiu 3 nquanulstinnusasauNANFBINIg Ag

o TP9991909ANT mmﬁasl,ﬁmﬁﬂii:yamwmmé’@mmmﬁm.

e TeRTung LN (19 1-6) mmLﬁ@"l,ﬁmﬁﬂ?i:qﬂizuauﬂﬂﬁﬁiﬁq ) UYBIBIANS.

e ThieRTuNeEWE (Man 7) anuile AN LR AT NI TN UNSANG ‘
UYRIBIANS.

dmsuneieitauas Azl At 11,

Mmﬂmmmﬁﬁa

o YV = dl

v uedivde e

1) A8UNEAYITATANINLAURILAAZ TR,

2) nuzthuar1natnlsN1sAALANLTANIMLAURSIIIYA.

Lo mead d A e A e e ey
3) aliunsianineatesiuidAyiuidenu o
Mmmmmmﬁﬁﬂm% msnmsaasy 1HusasufadnsuasAng lulalainanils

(9WDDIANINIATY).

szIAUNANTUN
Tunpazidaiilsziduiansanadatiasviadszitu A9imanes ., 2. uaz A.).

AL

° | [~ > N

Aonuulseanilu 3 s2AU Aa

e ANDNUAUGIU (Basic questions) AD ANDNLTIANUNAITITDAN.

o A0ulnasIL (Overdll questions) WAANAIEIAININAINNLIIAL AN LAINMANT
\HugausulunisnauAnuaunm.

o ANnuEaE (Multiple questions) tiuAnAeY o luurazisziAunansun 99U
Aonuiflusndnesdy. AnuusnuansiedsdidrAynanluynAniuiiu,

ANETUANN
o dlal v U Qy s (%3 [} a v a % s
mwumLau‘Lm’LuLuammmsmmma@mmwLmqsmm mmam@mmmmﬂimmaﬂmumww
N 128-154

TQA Ciriteria for:Performance -
Excellence Framework 2020-2021

e}




AzULLTe

nge) (i sUlluUYaVAdT
: waéws' ----- ‘ﬂi:mmai
- - - - - ANTAUNAN
7.5 waawsmMUN1SIvu nan lla:nagns (75 A:zuuu) B9ANIAOY
navluidail
(Financial, Market, and Strategy RESULTS):
Fnuiugu waawsmun:nuuum)n'mn']smuua msmnaansIU 08‘1\).[8

s > N, HASWEAIUNITRULAZAATA (Financial and Market RESULTS)

nadngnssniiunisdunisduuaenals. Naé'wémmﬁﬁmw?‘aﬁa%yﬁfmﬁﬁﬁﬁmmmuamsﬁmﬁummg
o aunsRuiuadnils swtsiinlnasuitialssnay (aggregate MEASURES) AIUKAMDLILNUNINNGIIY .
st | ATULTLAIMNINIGIRL (financial viability) kaZHANIANTUNTA UL E U0 (budgetary PERFORMANCE) | Ainnassiy
fifluetals ). Naﬁwél,wa'ﬁﬁl,l,mﬂm'Nﬁumu@mmma:nzﬁugﬂ_ﬁhaﬂwh ™. :

Fonueae

nadgnsn1sandunisaunanaiuacnels. HadnsUaIFIIANTAAATANANAUDILANITAITUNG- - -+
srumaalfiuatnals saudedruniiananviasunudlusain naRulnnIIRaIALazdILLLNAANA LazNIs
wizpaainiifuatnls . nadnsvantuananeiumudiunaiauaznqugniandls ¢,

. Naﬁwééﬁumiﬂwnaﬂmﬂﬂﬂﬁiﬁ (Strategy Implementation RESULTS)

NﬁﬁWﬁﬂ’]uﬂ’]i‘U‘I‘IﬁﬂﬁﬁlVIﬁLLﬂ Nuﬂg 11fNg ‘]Jﬂ\i'ﬂ\iﬂﬂ%‘LﬂuﬂEI’N‘l‘J‘ maawwmmmmmmmmmmmm
‘H@\iﬂ’]ﬁ‘ﬂiiaﬂaﬁlﬂﬁuﬁ muﬂg 1AN"9U8989ANT mumm?mLuumimummLam‘wmumiﬂi Wunalinaide
2ENTUAU (INTELLIGENT RISKS ) Hluagingls.

ol I =
Andadulalutaninmus

MNEMRYes NUNEILAR ganuniglasnafsuini
g a
N1

‘VIlﬂEILW[F‘! 7.51N.

NadNS A LASELRUSTUMIAAUNNTRUANLNT e U T Tude 4.10.(1) UAZLLININIFIANNTAU
N7 U punseanuldlusde 2.2,

NUNEILNR) 7.5N.(1).

msseeiluindet] Aesmuieniaiasznenfurameuumumanns Gy HARDLILNUNNNNTAINY
®ROD aurilsannssiiiuanu (operating marginy Anuaslunsiils vsaanuamsalunisviitls
FUAIURANAVEENALANAN. FTAMUAMNTLAIMIINITREY 8195ufsan AR liquidity) SRsdIuntiay
mawu (debt to equity rafio) Ruantingseiu (days cash on hand) 15z ﬂVIﬁﬂ’]W&Lumﬂﬂlaum‘WﬂLLa NI
Huan. mwmamniwmewwwamlf(m,z/mmmsmmﬁ) 9199 IR LA s
JU17210704 (PERFORMANCE to budget) N7ILiNNITINLIALTFIAARNIBNYUATEN (reserve funds) N176,
mmﬁmﬂamwmmiﬂxmm M9ABLAUBNAINLL ISz LTARAN miﬁmm'lwmzﬂwmm YTDNARBLILVILAENL
mﬂummmnmﬂwyﬂi:ammw iwasiFuianlde N19LFMIABNLLIS I WASAUYUAILNITSZ AL
maunuzzumzmﬂﬁ

wnamndmiuesdnsildugasmiuarils

WJJ']EILVIE! 7.5N.(2). LARIAIEFENHIFIBEN

dwsuasAnsiluuanminanils lunissiaviuiatol a995udaiaduNIsUFIAIENITNAAYFE
1Ju9enan (charitable donations or grants) UasIUILIATINITZANIT ILEN9 TN,

‘VIlHEIL‘Vi[ﬂ 7.5,

ﬁ]’]']ﬂﬂi@m’l‘]ﬂﬁﬂ’]ﬁ“}_ﬁi‘aLLNuﬂﬁEIV]ﬁLLa LLNuﬂgUﬁ]ﬂ’]i ﬂ?iLﬂ]ﬂMiﬁlﬂﬂUﬁmﬂﬂﬁ‘uﬂ\‘]ﬂL‘H\‘] ﬂﬁEI‘WﬁLL’a iwhilse ’s‘Nﬂ
V]ﬂ’muﬂi’ﬂuQ T.(T) ﬂ\‘iﬂﬂ‘i ﬂ@ﬂ‘ﬂﬂ\iﬂ’)?ﬂLﬁﬂ\iWﬂﬁ\ﬁusLHQ 1NEQ) ez ﬁmmNam-imLuum-i‘nmumuﬂgumﬂw
LLﬁyﬂ’ﬁﬂ’]ﬂﬂ’\ﬁ‘m&lﬂﬂ’]ﬁ‘ﬂ’]LUUﬂW‘J‘VI‘J‘WUVLwLu 22N.(5) Wa 2.2N.(6) ANUAIFL,

AU ne AL Taah el WigAresLnenuyisnevinda, < midsiuumeasdun b

TQA Criteria for Performance
Excellence Framework 2020-202.

10




AadauavINuUN

) dl o a
UNALLUNIg

INURNaNIsAtUNIsIEAA
2561-2562 2563-2564

{Ag951904ANS

1. ANHUZAIANT
2. AN1NITNUDIBIANST

MALazYan1e o AZLLU

nuIm 1 N9UnevAng 110 110
1.1 ﬂ’]‘iﬁ’?'ﬂx‘iﬁﬂﬂﬁﬂ%ﬁﬂi‘:ﬁu@q 60 60
1.2 nerfiuguasaznisvindslanividsay 50 50
VIUIA 2 NAENS 95 95
2.1 nsdavinagns 45 45
2.2 msinagmns WU iR 50 50
ViIm 3 gnNAn 95 95
3.1 ANUAIANIILBIGNAT 45 45
3.2 AMUENTULBIGNAT 50 50
VIR 4 NFIA NITIATITN UAZNNFIANITADNUS 100 100
4.1 N3TA NTIATIEN warn9uiulsans 55 55
nsATUNTLR9RIANT
4.2 NITANTANTAUNA UAZNITANITAUS 45 45
VIR 5 YAAINT 100 100
5.1 ANTNUINADUTBILARINT 45 45
5.2 ANULNWUUDIYAAINT 55 55
NUIA 6 NMUYIRNIg 100 100
6.1 NTTUIUNT9VINNNL 55 55
6.2 Usrdnsuauesnislinnis 45 45
NUIA 7 NAANG 400 400
7.1 HAANEANUNARNUTILAZNTZLAUNNT 120 120
7.2 WAAWEAUGNAT 70 70
7.3 WAAWEATUYARINS 70 70
7.4 NAANEAUNITNANANTUANIMNITLALARIANT 65 65
7.5 NAAWEATUNITRY MAA UANALNE 75 75

TQA Criteria for.Performonce
Excellence Framework 2020-2021

11




Aesunellion1ssuLNtur
1. AndnindAny eldlunumsnddanuninumeani dunalaaon

o dlq v Vv
1.1 mnaaduls

a -2

o Y ~ @ o A o |
1.2 Anmdengeniuiiiuganuilyg
m°'1Lwa"]ﬁmm'm@mmmmﬂiﬁmﬂaﬁmuﬁwﬁ Y11 128-154
o YV 1 491/ s v 1 a | [~y 1
2. videnne q lullaninaumnssianunimunena useanidu 3 nqu

UNL A8LNEANINLIARDLUDIAIANT
YUIA 1-6 DBLNENIZLIUNITAN & YAIAIANS
VIR 7 WAPNNAGWEAINNTZTUIUNIGAN € UBIDIANS

o dl 3| o 3| o a o s L2 | o X
3. Adudndadlununamg HuAesunedmivasdnsluwarminanale (sauda
BIANTNIASY)

4. \PERNLNE (%) Munaee neeavlulsslaul IRANTUIAILANLILNT AL

lﬂl @ ol YV a o o ‘:‘I ) v v I I Vv
5. LATRNVUNE . (UVWNIA 1198 full stop) lnauvasainame i lannaniauls: lapuan

|
A o

6. lupnnusiasuaslszlaunansuNIA e U AL 1 1.10.(3) UsznaumsaAini
NANEANNN. ANLATTL ANUELRUSINgRYTaaTY uazldsuflufaianaauuAaz iy,
o 1 I 4\]/ YV 3 v i v v
ADNueaeant Lfluwuinisiunigvinanueinlannnaglaansawnalalunisnadl,

A4 o I o YV IS L2 S
7. NUNELLANIELNIUNLARSIUD llﬂﬂﬂ?ﬁﬁ\iﬂ 3 1Ugzn1g AR

1) 28LN8AN viTaANNULaILAasTdalAdALa L.
2) wuztaz lAIRE1NIEN1TAALANLANNABITS.
o cendd A o dr e oo oo v
3) AlviunisUimaninsutesfiundAyiuidaay.
Ingagy antsrasAuamungive Ae e meliasANTanLsABLAINILAN 9 ALAINIY
C v nve X
v LAt uE s,

8. wilv@sinuyisnianuninuisnaautl Midmiuesinsiaulaainsaaiusmeia
AN FLlezanT] 2563-2564 TngasAnsaninsntasnTeazidenlasnalanisaiing
185U919TBAUN MU ALTTITIY 9 U www.tga.orth

Excellence Framework 2020-202%... .

TQA Ciriteria for:Performance

12




1202-020¢ MHOMBUIDIH ©0US|[e0x] [N
- ©OUDWIIOMSY 10} PLUBID VO L IR

-~

[onminour

ALITY

THAILAND
ot

WARD




TQA Criteria for:Performance

1

N

Excellence Framework 2020-20;

Infurisu3anruMirvsIflbswansstunisnUuER
(Criteria for Performance Excellence)

ISUAUAD8lASVSIVBVANS
(Begin with the Organizational Profile)

1A7991909ANT Lﬂuﬂ’waﬁw}iuﬁmm:auﬁqmsluma‘ﬂa‘zl,ﬁumut,awmmﬁm wazlunng
Wausenuiealnueiuseta. Tases9esAnsimnudALBENIEN LTagann

< Y | 2 ﬂl a 491 v | <
o avANTANLNTn L lATITNRIANTIaN TUssIduAuanlia Ay nnundsziaula
= [ v <~ v v < (B v (=3 | quj dl vV a a oA
drnudnuds visedeyaties viseluliae TrlddszinumaillunsnaunuielifianisU s,
1 s | QI INI o a lﬂl o v g aql a oA o L4
o Tnswnesansfludsirrusisun avinanudnlessdnsuazdsUimng wasvinli
BIANTANLNTNTEYANBULIaNIZIANzasasedAng iedszlnvtilunisnaudniuaaang
Tunuam 1 — 7. MemeuAnIuee 9 lunusasduiusiuisunaeeansinuasunel’
Tulagesreasans.
| o | v 2 3 %3 dl | v
o IassraeAnsmelvinsAnsanusasryatsaumeadrAienariavnglyl uazanelv
BIANTILUNINTA LA ULAZHAANEN1TALTUNNTNE ALY,



unu1: Iasus1vavdns
(Organizational Profile)

1n9991909ANs An A MINEEBIBIBIANT WATANTNUINABUITNNAENS.

1. AnuvruzavANS
(Organizational Description)

AuANHuzdAYIasRIAnsAnaz s,
. ANNLIARALUDIAIANT (Organizational Environment)

(1) Wanfug (Product Offerings) WaRsTuTvdNvaeIAnsAsasls @uuieiws ving
i), AnudAydalFauiisuresrasnanunsananaanudIsavasesAnsAees 1.
dl 12 U | a Qs L
nalnnasAnglalunisasuaunaniunanas s,

@ Wusna IdeiAl AbaL LAZIRMUSTTU (MISSION, VISION, VALUES, and Culture)

wusia Idevimd Adllay Aeerls. ALANHULUBIIAILEITUDIANTANLIRNAINANTEY
Anazls @11) AuTTOULNANURINIANG (CORE COMPETENCIES) Aaazls LaziAinuineda

aeinglaTUNUsARURIRIANS.

®) ANUZlABTINURILARING (WORKFORCE Profile) AnwuzlngsiuvesypAaIngAnas 1s.
-— -
IS dl I QII >4 o o | Vv I Ea
Mﬂ’]ﬁ‘LﬂﬁﬂuuﬂﬂQﬁ’]ZjﬁLﬂEI'Jﬂ‘LI'E]\‘iﬂ‘]J‘J‘ZﬂﬂULLﬁZﬂ’)’]ll"\ﬂLﬂﬂﬂ’]u‘l_lﬂﬁ’]ﬂiﬂﬁnﬂiﬁ‘. azlgnn

. ﬂfq'uLLa:ﬂi:mmmmmﬂiﬁ@wﬁmm.

. ﬁﬁaﬁﬁwumﬁﬂuﬂ%‘ﬁﬂmmmLeriazﬂa:uLLa:ﬂa‘:mmaqwﬁﬂmu.
N R -
o ihdudundeundrAnivinlviyaansgyniiu,
o NQUdRRNILINaLATNANELsTeniiuesAns (U Aunuannw @),
. ‘j’iaﬁfmumﬂLmﬂmmﬁﬂﬂuﬁﬂuqmmwLLa:m’mﬂaamﬁﬂ GRID)

a [ « o IS dl Le IS o A
@) Auning (Assets) avAnslionAsantun gunsal walulad uaznindaunailygn
NdAyazleting.

5) anwIndauAuNgsilisudaiNAL (Regulatory Requirements) a9ANTANTILNNG
meldnpenioufetiiuitddyes lsthalugudeldil 1 erdheuntuazanuaanie
2) NN95U984 (accreditation, certification) M?am'i%uml,ﬁﬂu 3) UMMTPIUARATNNTTU LA
2) SerlaAuANUAWIAZaN N9 LAZHARNLT.

TQA Ciriteria for:Performance -
Excellence Framework 2020-2021

15

%)
=
c
S
)
S
(7
"0
S
7]
e




TQA Criteria for:Performance

1

@)\

Excellence Framework 2020-202

2. ANUALRUSIZALDIANS (Organizational Relationships)

(M TA79851989ANT (Organizational Structure) TA99@T19N1TUNRIANTLAZNNIANNTLALS
24ANT (GOVERNANCE) anuuzadndls. laseasrauaznalngszuunistiesAnsiias lstina.

S21ULNN9TENIUTZINAUZNTTUNITANNLALARIANT HUNTZALAY LAZAIANTLUT AN
Erule .

@ anAuazEiidulidiude (CUSTOMERS and STAKEHOLDERS) @UAa1n NGUgNAT

warnguiiaulnarudandrAgatasansiiaristne (). nquAsnanIdaNuAsINsuAY

ANUAANIINAAIIRDNARALN RausnisaliuayuungnAaznsliRnsatnals. uay

]

JANULANANAUIZNINNGUAN. 9 peindls.

@) faway Wusiing uazAAIIUTINLE Suppliers, PARTNERS, and COLLABORATORS)

v @ a | I IS dl o IS vV I U IS
;dmuau Wusling wazAmugInlendrAndlszinnlating. LLmﬁZﬂ@MMU‘WUTﬂ@Zii‘

luFasralild
o ludunmfedeasiunsnanuaznisasaLnandunuaLsnsatiuayugn A1 AL,
e NN9ENTZAUAINUAILITOTUNNT LN LRI IANS.
| 1 d‘ud ] 1 v Qs v 1 s = v ) dl ) v
nquwatiiiacusiuezlslunisaiuinnssulviunasins. ezlsAedarimuniidndn

189LAT81789LMU (supply-network)  U84B4ANS,

NUEILNAR
NUEILAR 1.0.(H

HARNUT (Product offerings) 11NN Auduazisnsiiosdnsthiaualunans. naln
nsasueLNanuT Ui gnA enedwweulnanswiselneden KuFUNUIMUE Bindmue
Arusanile viewusiing. wAnsuetveveeinsdiliuasmnanile (saudinsAnnIaip
919nueiN [sunsu/uaueu Tasenis wisa Usn19A9 4.

VUELAR 1.0.(2)

MNDIANT TN ANMLALI AT LIV aTLERY 29dnsAITeRLNEisRUMantLluNNTRaL
ANDNL. L9BNANTB1IT Y RLERUAZIANTL LAzLN9aAN Tl A AN TN LAY, Tutneesdng
wmf«iwuwmmﬁqmamaﬁugmlumaoﬁﬂmaﬁmamﬁm. Aame LI U
ffuanalalifasdnauazaitiinnaimun A ey,



NUEILNR) 1.1N.(2)

AT LR99ANT LT UAIUN TR AILETTURIANS. @mﬁﬂmm:'ﬁumaﬁmuﬁimmﬁm
97199 UNANVIATBUATUTITINGIU (horms) 3 Tl danuuendnuoivesanmuindey
neluasAns.

NUEILNAR 1.1N.Q3)

] = Y3 < | Qllo/ :;dy dl a a ¢ o
nquuazUsTinnUBIYAaINsviTaNinu EIDINgUITRAY LI ANANE s Teiiy
29AN3) BNATAULNANNUTZLANIBINNTANNU MTadYYIIN Ao ulfiTRny @awnenns
vinauaInuananiuin nasdszanisueniag antmwandeulunisvinau wlguneiywiiu
%3 = Qs dl ) ' s q‘d s Qs =t s ql I Vo ] v
psauAsy visatladedu ¢, dwduasAnsiilenanadnsuazniinauininilulafuaidng
eVt uliadAng Tﬁmmzjmméﬁﬁlﬂuéaumﬁmmmmﬂ@mmmﬁmﬁim.

NUEILNAR) 1.1n.(5)

TUNUNTTAAUNIMUNIING A1 “GAAIVINGTL” NUEd mpdufiasdnssinifiunis
9398t WIMIgIURAAMNTTY 8199LRWANLFITR (Codes of conduch uazuuIUlELNE
i Nugmanunssy. dmsieeinsiitiuamuals Gauiiesingnag mediiing
01UTUBIANTNITNAR AUIALUAZTUTUTIITN ENANTAIAUT VFONUIENIUNIATNTE
mpdautiogyaaie iy, ngeuidaudeiiuiuanmndey avsauiansdaesiing
IFAUNTZAN ﬂ{]mmmmu@mLa:mi%amﬂm%uautmam (carbon regulations and trading)
wazszansnmnsldngaau vl %uagjﬁ’uﬁuﬁﬁmﬁﬂﬁ?ﬂ“%ﬁum?aq.

VILEG 1..(1)

s2UUNNTANALAUADIANTAMILBIANTEINA BvAnTluuarvnuaniils uazeeAnsnIndy
alsrnaudIEANZNIsUNE RN an1AIaLIAEY (Famiy council M?ammzﬁﬁﬁﬁaqﬁlu
M?@Jq]ﬁmmﬁ%a’m%ﬁu deldiFuustinunesding. amsueeinsdvuarmuanils gaude

BVANTNIATEY) FTULNITIIALAUABNANTUAZNITFIENTLULA BIVFIUINAIIUAURUSILIUNAN
NUNUITAIAY 19U MUENIY $9407 vFayaLFNAtLALLITUNL,

NUEILNAR) T.2.(T)

1AT991999ANT DNUN” TEUUNTUNaIANTAD “azle” (Whah) dpseadianaznaln) A1niu
Tunuam 1 waznulm 5 00u 3019 19921UN191189ANg (How)

TQA Criteria for:Performance

Excellence Framework 2020-2021

17

0
=
c
S
®
S
[y
"0
S
7
e




TQA Criteria for:Performance

1

Co

Excellence Framework 2020-202%:... -

NUEILNAR 1.9.(2)

AMSUBIANSTLLUANINAT ISLINUN (FIUENBIANTNIASE aNA18195U0Y TN
v < Yo aQ 2 £ o o X 4 Yo o
gidens Uszuivy 5uusnig gile dniseu dnAne gnau uazy lasuls: laan
Inemdunaineranutein n1suLNmungugeg luseiia: Insutlss oyl dmiiavdngnin
% o QII [~ I a [=1) va | v = QI’ o a
59 §9an1 oniluuvandunw erwilugdalaaudsndrAy.

NUEILAG 1.9.(2)

NANANAT BIAULNAIUANUAIANTY WOANSTU AINUTEY VisDdnBuzIAd e ARaTL,
TuuAazNgu aNANENDIAULNEBNAMUAMULANANYTEANHULTIN YIFETI2 WUL. 89ANTEA
uiAaAeeNLlUAIUAAIAANUNGUNENSUNVTEAN BUL RIABUIDINAATUT TBINNNITTR
o 1 dy a s N Qs dl dl o v
e UsinniTe1ns gimans viseladeau o fdmuall.

NUEILAR 1.9.(2)

ANUABINNTUAZAMUANANTIIINAT Hlalfdds uaznisdimnag vivlviesAns
A LNUAZIATHUNITABANULAENUBINNIVE AT INTBLARSUT 13019 uaziAsaneglniuy
(supply-network) $IUTINNTVEAYINNLIANAERTRNNETTUINRAUAZNIZANBUBL,

NUEILNAR 1.9.(3)

= 1 v 1 dl QI v a a ' g

\ATaUNERLNIU Supply-network) Usznaumevibieauilifgsdadlunisuanudnsius
LATLENNTURIBIANT warduauviiLgnA1a9eANg. dmMFLLNedANT e umraniiaz
| v a | | ~ | A @ ve vy 1 =< | @ 1
nalvnarala Tmm‘mu’mmuwuqLﬂuwmwﬂwaﬂwmﬂmumuﬂmﬂm‘N. AENSITNANL UIENIU

X = YK o < < o Y] X = = o o
wiantarianulaaleanmanuuasnannasnulaztuuinay  lussuafupnuduius
VTUAUATY. INEUTIIANT 1AsaNERLNU (upply-network) unu “vialaginiu Supply Chain)
4' lé’ vV =3 dJ 4J s s 1 s v |
T ILRNIT NI ULAZ s EYINBIANT LA AT AL,

ANVFUAIDSLNELNLLALURITAT Tﬁqﬁmﬁmmﬂwﬁmaﬁﬁa.



2. anun1sniyavavAns (Organizational Situation)

< 18 13 ~
ﬁﬂWUﬂW?mLﬂIﬂﬂﬁﬂ‘ﬂﬁmﬂﬂﬂﬂﬂﬂiﬂﬂﬂz\l‘i‘.

N, ANNUIARANAIUNITUANIY (Competitive Environment)

(M a1sulunisuaedu (Competitive Position) lasLNaIUNIALAZNNTALIALEIRIANT
dl I > s a N e > I I A o | L4
WanfFeuiguiuesAnslugsiavisanaiminesiu. guasianumlsuazdszinneslsting

@ nsuasunlasanuanuigalunisuaediu (Competitiveness Changes) N9
4‘ ql o s v a 4J = 1 s 1 o I's =4 dl
WasuulaandiAn (On1) THMaADANIUNITINFLANTUARIAIANT FAUDaNTIAsuutlag
NasalaniadiniunisasiauianssulazAnusLlianaazls ().

3) unasiayaliaiLlaauiiey (Comparative Data) FYUNAIINT

o  a o Y

nédrAdrSudaLa
r

—_— &

&_rﬁ

° a

IR o ) [ a B [ 3 Vv aQ o s
L°]I\'iL‘]_ﬁ?ﬂ']_lmﬂ‘]_lLLﬁZL‘]I\?LL‘]J\'i‘]JusLUﬁ;?ﬂ"VLmﬂ’)ﬂu ?’)MVN‘]J@J,IHGHNL‘]J?E‘]JLWEIUVI 1ARIANNGTNAAU.

9

Vv

s = ) s v v a v lﬁl v = v ) [ v s
asAnslidadninezlsting @) Tunislaungedaya vsadadndnlunisldlsziamianndaya

U

I
AU

2. UFUMANNAENS (Strategic Context)

szyANUTIMIELTanaansLaz AU A S auanasnandlAn.

A. 7zuun9iulgananisAiiunig (PERFORMANCE Improvement)

@:yi:uumiﬂ%’uﬂgqmamioﬁmﬁumi 22UDINTZLIUNITURIDIANTETLNT LT L UG

|
=

LLaxﬂf]iﬂ’i”uﬂqumNmma:ﬂi:mumi‘uam ANSNEATL.

TQA Ciriteria for:Performance -
Excellence Framework 2020-2021

19

%)
=
c
S
)
S
(7
"0
S
7]
e




ria for Performance

TQA Critf

20

Excellence Framework 2020-2021:-

VUELNG
VUNEILR 2.1,

aNANg LA NINANT S ANUINTUALBIANTT LUUANIINANT SAU UAZALIVIUIENILAY
A=s" [EY [ =2 a- :!" v [} ar =3 = =) drs-'a/
niusnsAaeAaIiy ineIilauvasuailayuuazeIaIadns aurinnIm naifungan
Mg:z.rmﬁmmmﬂ wazn1slnsuAIuaulaanNas.

VUNEILVR 2.

pruvinmauazAulRFELmInagns anaulusiugsia AunisdfiAnig Aunis
vindelandlidsay wazduypanns. AnuinmauazanulanFaudinagng enaduiug
fundnioued n1siiu TaseafrauasTausssunedns maluladiifiatulml emerging
Technology) m?mmm?mumwa (digital integration) mmﬂaamﬂﬂmﬂwamum
ansauwmA TaideauasnseanFurensaus wsangglniu Tanifind A aIndan
wazan ngennia. A197 "gane” (delduasinsiiluaaamearits (saudeesrnsninig)
el Soaiineariy WusR AN e AN susALBNANS,

VLNEIR 2.0,

‘s:uumﬁﬁm:uuummmm«ﬁmﬁaqmmmﬁwﬁ ﬁmimmm%"uﬂ@mamwﬁ;ﬁum?
= ey A - ot ot
thuneFauguaznsysnnig ilAvidunisneatsniiussiummunnisueuuinuas
mennenangnisUfifvesatdng. mauimedvuausuningsiuaesuuimnieiildlunig
UFuigananiediiunisuatesans. umsiasanslimeduiugiuanudniiuesesdng
Y91 anagauDen1s a9 1L Lean Enterprise, Six Sigma, Plan-Do-Check-Act (PDCA),
11M997U ISO (1114 9000 178 14000 YFBLNATIIUTANIZLANZANUBIGAAMNSIUTIL ) AdnS
| s S =4 4; = o -‘-‘3’

winssindula viveiaTasliatiulsdu ¢,

dwviudasineiuiuaswindet WgAesunginumseiade,



nUom 1 NISUNBVANS (110 Azuuu)
(Leadership)

sLUVIJJ’Jﬂﬂ’]?u’]ﬂQﬂﬂ%‘ Lﬂmmmmmaﬂfﬁﬂgummummmmfiumum ‘]]Ll’] wazvihlieeAns
llﬂ’)”llJﬂ\‘lElu uaﬂmﬂu Lﬂm‘ﬂﬂ\m’ﬁuﬂﬂ‘i“‘]_lllﬂﬁiﬂ’m‘l_lﬂLLﬁ@\iﬂﬂﬁ‘ (GOVERNANCE SysTem) 74U

maﬁm?mqmﬂﬂmwamiqNamnmummﬂmumuﬂgmmmmmﬁﬂﬁiiu UAZIFNN9NAIANT
Wlungvinezlaanilvdem.

NS:U2UN1S
1.1 mstievAnslagyuns:Augo (Senior Leadership): (60 A:uuu)

gurs:Augounevrnsagvls.

. AdaiAminazAten (VISION and VALUES)

(1) PumdERALLasANLeL (VISION and VALUES)

HUNTZAUAY (SENIOR LEADERS) Atiiunnsating lslunistinnumideviadiaz arde. H1in

seauaeniunisasnglslunisanememidasiFilas AteudnisU TR AN UTZU1INI9UN

29ANT (LEADERSHIP SYSTEM) lilflaymang éfﬁ'quama:ﬁuﬁﬁm GRTGIN LLazauﬂ@h FIUNY

va | Vv 1 = dll a oA Y o % v o K ] uIJ | I a
dawlidudenu 9 ). nelfiRnuresisziuauansliiiuieanuyaiuneailay
Un9RIANTAsNg LS,

@ nsaudsunissengAlfiRnunguunauaznislsswgfdgiinetneiiasaassy
(Promoting Legal and ETHICAL BEHAVIOR)

nstfiRauuaeisrauguanddiiiufsnnuaiusanisdssng AlFiRaungnune
waznistsengAlfiRasnediasuassuasngls. dunssfuaas19anILInaaLluaIANT N A

I dy 1
[antasnals.

al. m‘ia’am’é‘ (Communication)

HUN3AIAY (SENIOR LEADERS) siliunisatnglslunisanansiuasasnananuuniuny
I p—— q

1UAAING (WORKFORCE) MaM9adANsuazanAndndal. LunseauadnniunisluEasmallil

aeinals.

o nezpuliifianisdeansiinasllnsauuasiiulfludnsuaesiamig,
41‘ v <K o a dl o o o | I dl <
o @nanslymsunenisanaulandraniazmnuailusanisidasunlasuasasnns.

= 44' va o Aa Ao v o o @
o Tunumipgnsslunisqalayaainsinelniinanisaniiunisin wazlvanudAyiu

Vv

ANALAZRTNA.
S 9

TQA Ciriteria for:Performance -
Excellence Framework 2020-2021

21
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ns:uouUN1S
3.2 A WWnUWuwavgnA (Customer Engagement): (50 Azuuu)
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@ AanunanalauFauiiauiuasAngau (Satisfaction Relative to Other Organizations)
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nU2A 4 N1SIM NISIIAST:H (100 A:zuuu)

11a:N1SYANISAIUS
(Measurement, Analysis, and Knowledge Management)

s
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avAnsiinanisatglslunislddayaansaumeinafnniunisdifnislszaniuuas
NANITANTUNITIALITINURIRIANS. adAngATiUNTluFasnalltatnqls.

e 1den 9w diulviaenadesllluiuimanediu uazysunisdayaansaumna
aAnmuNsURRNslszanTularnanisaniunisinasinuasesins.

. ﬁmmmmmﬁnmﬁﬂum?mm%ﬁmﬂ?:mﬁ@maaméuaumuﬂﬁﬁﬁm?.

| v 4
fol [ o o

ANANTLFAIANANITANTLNNTNE AR 191119 FAIUTIAMTAAIUNITIRUNE AT eIz &L

v o | dy Vo a I Q‘
Lazgraze. AIAWaItlASUNIRAARULRELNELA.
Vv a o .
@ mauﬂamuﬂ?aumau (Comparative Data)

13 Naa [} el Y Y a P 4‘ s
asAnsdnansaendlslunsidanuazlddayauazansaumaAlaauFauiay LWﬂﬁLl'LIﬂquu

U

neandulalnglidayadss.
(3) ANUAARIFMAAINITIANG (Measurement Agility)

a3Angvinasng lainaliniiulainss uun1s R NN AL TUNISUARIANSANUNT D AR LIALAY

all alla A’ < S dl Vv a ;’i S
Aan1silasunlasninaluatnesInge vsanlilarinan nanielunsanieuanaiAng uas
“lﬁﬁ'iau“aﬁﬁunm

TQA Criteria for Performance -
Excellence Framework 2020-2021

39




TQA Criteria for:Performance

40

Excellence Framework 2020-202%:... -

2, NIFAUATIZN LASNUNIUNANITANTUNTG (PERFORMANCE ANALYSIS and Review)
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NUEILNAR 4.29.(1).
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HANIFANTUNITNA. mmmﬁﬂ”&mmﬁﬁ%mm%wmmgﬂﬁu TANT WATWAILNLAAING LA
At nuasypansunesnuiuinlvaanndedlunmaneiuiuainufenismiegsia

{AgIs91R9RIANS.

NS:UdOUNS
5.1 anwiondsuyavynans (WORKFORCE Environment) (45 A:zuuu)

avrinsiidsnisegnlslunisasvaniwiondsuvevynains
Afenyuna:ius:answa.

n. %mmmmmmLLa:é’mmﬁﬁﬁmﬂmni (WORKFORCE CAPABILITY and CAPACITY)

(1) AMUABINITANULAAINUAILITORAZARFINIAY (CAPABILITY and CAPACITY)

23ANs1anN150814915TuUN19Us LI UANUARINITANUTAAINUAILITOLA B AFINIA

1UAAINS. adANTinaneacnalslunsssiluine: ausenus Mﬁq'ﬁﬂ?mmmmqﬁi (certifications)

q

LATIUILYAAINTTADINTT TUUARZTZAL (staffing levels).
@) uAaINg Nl (New WORKFORCE Members)

o aaa 1 |1 v 1 s o yql/
24AN31NENN7EN4 15 TUN3A9990 AN KazALa (onboard) UAAINT AL, asANsyinlnsiula

U

Haﬂ'wifiimﬂmﬂilﬂuﬁaLmuﬁa:ﬁauslﬁt,ﬁuﬁqmmmmﬂ‘wmﬂ‘umquum (ideas) AAIURTTL
LAZATAR (thinking) UBIYUTUVBIYAAINTNIBIANTIN AABATUTUUULBIGNAT. BIANS
o v nIJ v I 1 I v (Y3 Vo a «
vinlriulalaasnglsnueaninslvudnnul AT UAmUsssUIR9RIANS.

3) NM9aAN1eN9ilasuLaIATULAAING (WORKFORCE Change Management)
UAAINT

13 Naa 1 Gl v v s 1 dl v Vv
29ANTLIEN1908N s TunspsauyAaINg IMNTausuRanTsIlaauLLa9ALARINITATU

b [ % o a s o A = | qul |
AAANUAILITNUATERIINIEY. BIANTALLUNNT ILEaIme lTaengls.

. a%’wmmauQaﬁﬂummﬁmmimmuﬁmﬂiLLammmﬁm Waliulainanune
AtUNI LAatNdmaLlnd TaunN1Tans uILAIdLAaINg Lazannanseny lunsalnanflu
ABSARIIUIUYAAINS.

o LATHUNNTUAZLIIVNG IUAMNNLNTINLIUILARILAAINS.
UAAINT
= ) % QI v g 4‘ ) [~y
e pFaUUAAINTEIVTUNTILAs UL asluTATIAE9RIANT LA T ULNTY LiiaaTlu.
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@ anudialuanu (Work Accomplishment)

(8 Nad 1 as o a (8 [Aaa I
29ANTINENNTREN4 19 1UNN94 ﬂf‘ij‘ﬂ LLILNNYINNULAZUTTLARNNG. BIANTLREN19BENN LS

TuN199R I LLNISYIN UL L3N UAaINT N 1
U e

° Q’]U‘]Jﬂﬂﬂﬂﬁﬂiﬂ??ﬁjlmﬁﬁ%g‘@.
¥V < I < dl (%3 2
o lalsrlaalagnuAuNAINAUIINUS AN UDIAIANS.

o AATUATUAULNTUNLTIUANAALETNA.
9 , 9 B 9
e HHANITANTUNITNNLANINAMLATANLNEL.

U, UFTEIMNIANITVINNIUABILADING (WORKFORCE Climate)
Lhahg
(1) ANINUIARALUAINITVINNY (Workplace Environment)

asAnsAiiunisadnelsiaaiteanudulasuaunin anudaansit security) waz
AuazanlunifdinteanIunvinauaasyAaing. fiananisadununaziilszasd

eLuma?ﬂé?uﬂiqqﬂ@%ﬂé’mamwLnmé’ausl.uﬂ’h?ﬁwmﬁazvl,iﬁw.
@ uleune wazansdsslamidmduumaing (WORKFORCE Benefits and Policies)
UAaINg

2 £ [ va a a a « 1 s
mﬂniauuaquuﬂmﬂi‘immmiwumsmmi ansuszleay wazulauneegnals. a9Ang
1AaanuULAIAINaN7 ML UANLAMUADINITUBNLIABINGIVIAINTANE TIUTIANULLANAN
TadnquIaTdIzINNIasyAINTatndls.

VUEILAR
NUEILAR 5.

maé’wélﬁlmﬁ’uamwmé’ammqmmmua:mm;&ﬂv"v’ummqmmmﬁm@mﬂmﬂuﬁﬁa
7.3 fci’m?uwﬁﬂmuﬁmu@u@LLaTmﬂQ%’U%”Nmmmaﬂ%mﬂ"l,uwmm 2 uaznuan 6 tnelmiu
éauwﬁwmnaqméﬁﬂm:umu LAZNTZLIUNNTYINLANElLRIANS. dmdLnadnsTinas
flawnenanaiing ANIYARING SuipanaTinTEL A,

NUEILAR) 5.1n.(1).

115U 210UAMUABINITAIUTAAIILAINIT0UAZERTIANAIYARINT A2TALNDY
arusndulutagiuuazlusuian asnadasnuinglszasAaiinagnsuazunulgiznis
fsvylununm 2 uaznismnnisaiuanisanitiunisiasunglu 4.10.01).



NUEILNR) 5.1N.3).

mﬂm?ﬂuqmmﬂﬂﬁw%‘au%’ur}iaﬂfmﬂgﬂuuﬂmm’mﬁmmiﬁmﬁmm’mmmwmmzé’mm
&1 19psBLARUNISHNELITY NSANEN MsdnansaEtaLinaLe NI NREARLINNTAN
uqmmmu,a:mmw%’auﬂﬁﬁ’amﬂwﬁLmﬂq/mﬁﬁﬁimjmammmm n9lFAL AR
AYUANINTI (career) suDeNTRENIneuUL v (outplacement) LLa:u?‘mi‘ﬁlu.

VUNELR 5.1N.(3), 5.1N.(4).

mié’mgﬂLmumiﬁmuua:u?ma#qmmmm«vLﬁm%’mﬁ’umﬁmimqa%mﬂmﬂiéﬂﬁu

4#' ldl I's v =] v '3 = '3 s

mawﬂamuuﬂammmﬂa‘izq‘l,umummiu‘laﬂ ANTMWIARALNNELAN TALETTN viTeTngUszasn
INNAENS.

VIR 5.1.(1),
m']ma:mﬂsl,uﬂfm‘i'hﬁmmuﬁﬁwmmmmﬁﬂﬁmammwLﬁﬁuﬁ'Jﬂﬂﬂm%’mqﬂaﬁm

ﬁiﬂéﬁmﬂﬁﬁﬁmﬁlﬁmmﬁﬂﬂmwmmmu ANNUNYTINUNT AN UNEAUARIANLTOLNDa T AT
nnen malulag LasiFuAR (attitudinally accessible).

NUEILNR) S5.191.(1).

mniladaauanmuindaulunigyinnulazminnanisaiuanuriatimneaininu
LANANSRURENS T AN AT UAN NI A UNNIYIURLANANITY 99dnsARTaRLNE R
ANULANA AN T U9 UAIRIANs AR LN B e s LA ARt IBsAnLTIINaY
Tuiide 6.2 Tnenfludruniliuasszuumnuasnsalnesw.

dwdumesunaiiuiiuawindell WgAesunainunseiie.

ns:uouN1s
5.2 pWWNWuyavunans (Workforce Engagement) (55 A:uuu)

avAnsidsmsagulslunisasionouynuuriuypains
iwissnwynansldua:iwanisadumsii.

f. m’;‘ﬂ?ztﬁummQnﬁummqﬂmn? (Assessment of WORKFORCE ENGAGEMENT)

(1) Ta98duIARaUANUNNAY (Drivers of ENGAGEMENT)
ANUKNNU

29ANsINaN19aEN4 15 luNs A UATIA A ENFI AU NAS A AR AU N WULRILIAAING. A8N1T

&

ﬁmumﬁ‘ﬁﬂﬁfuLmﬁauméﬁﬁumﬂr;iwﬁ’uaeiw“tamma"mLLa:ﬂizmmmu AAINS.
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2 N13USLLLUANMULNAU (Assessment of ENGAGEMENT)
ANUNNNU

ﬂ\‘lﬂﬂ%‘ﬂ‘i‘“LiJUﬂ’J’]llNﬂWU‘]Jﬂ\‘iUﬂa’Wﬂ‘i‘ﬂEI’]\‘i\li‘ 178nN9ua mf;m mquﬂumqmma”

UhHunnaniseslstinaildlunnsds siiuanufianelaveuaaings sueAINLLNTULe
1AAINS. Tﬁmma:ﬁfﬁmmmﬁﬁmmmemqﬁ’u@mﬂﬂuuma:ﬂqma:ﬂ?xmmmumafmi.

(8 YV o dya./ dl d‘l a o o |
a\‘lﬂﬂ'fh}mmmau 9 LW@‘]J?ZLlILlLLﬂZﬂ?Uﬂﬁ;Qﬂ’J’]MNﬂWUTﬂ\?Uﬂﬁﬁﬂ?ﬂﬁl’]\‘l\l‘j‘.

2. TAUFITURIANG (Organizational Culture)

a3aAnsliian1sae1elslun191a3 4519 AUssTURIANS I LN AN ARAITNIT ANANY
N157I9UN I aNI3AMAUNISN A LLa:mmnsﬁmenﬁ’u. a9ANgINaN19084lsluNg

a v s (.2 12 o Vv QI/ Vv | I o 12 L% Qo Lg
iFuaiTausssuasAns. avAnsvinliiulaliagndlsinTausssuasAnsatiuayuiduial
wazantey saunialdszlriannanumainvaig ueayuued (deas) JALessy uazIsAn
(thinking) 13uAaINg. asAnsinanigatnglslunisliaruraniaspdulaunypainsg.

LASINT .

A. MIIANITEANTLIANULAZNTNAILY (PERFORMANCE Management and Development)

(1) N1FAANITHANTUNLIRIU

a:unmﬁmm?Nams‘ﬂﬁﬁﬁmummuﬂa'maraﬁuaguiﬁlﬁmm?ﬁqmumﬁmama‘ﬁ']Lﬁuma?

naaeels. szuuN1edIANITNaNITUHTANUIEILAAINTAAITUIDINITUTUIT AR LLNY

iR YAINg

nslisneTa nsengasuuiae waznisainauseydlapends. ssuunisdnnisnanisUfimenu
2 v 4‘ ! aqu |

wa3yAaNTIaTUassluEanalililpenals.

o NeERLFUANUIRENTIKNUNTUssITuNG L ANaIERENITALIANU (INTELLIGENT RISK taking).

o NITUNLLIUANAILAZEINA.
3 L 3

. m?miqmaéql,""}‘wmt,t,muﬂﬁﬁﬁm?.

2) NNIRAIUINANITUNTTAIIU (PERFORMANCE Development)

SULNNTIFHUS LA NITWAILNATLAUUAINUAAINITNAI LU ALLDURILARINTLAL AL
—_— q - ”
= v [ va =3 = =
ARINTURIRIANTREN 1S, ToUUNTEEUS LA NITNAILNURIRIANT LANANTUNDFaana 1T
_— _—
aenaly.

o AU lUNIEEUSLATRAILNIRILARNNS.
dLBCILER=] A ZAallld

o aliuayunsUfulenanisAiunisredesAns wazANUAENINIUNITUsTITuNG
1analdaatinasaaiu.

o alluayuasesssy uazdsUfiAnegsiaetviiasesssy.



(3) UszANENAUDINITFEUTUAZNNTWAILN (LEARNING and Development EFFECTIVENESS)

2 aaa _a = = = ) = v %3 1
asAnsiiigleziliugssdnsnauasilsrdngninaasssuunisisausuazniswaunatiingls,
s o a dl 1 QW 1
a9ANTALLUNNTILITama LU Tasnals.

. L%ﬂlﬂ,mmaé’wémﬂ?ﬂu%uazﬁmmﬁuNama?ﬂa?zLﬁummQﬂﬁumamﬂmﬂma:ﬁu

HadnEnegsiand1An.

v dl qul dl % [ s
o linaanuaeulevilivaszylanalunisdiulyeanugniuussyaainsuazlivlye
NNFIFEIUS LA NAIUN.
—_—g

@) NIWAILMTNANTTIU (Career Development)

3 aaa 1 s % Vv dl Y o
asAnsiiaEntsat1elslunisdanienisiaumvthinisaurasyaainsuaz it luauian
YAIRIANS. mﬁﬂiﬁ?ﬁmiﬂﬂ'wiﬂummwLLmumﬁum@mﬁTWLLmﬂiwaqﬁﬁLmﬁqQﬁmi vy

o I Ao o
LaSANLAUIRUNATAL.
VAUEILAR

NUEILAG 5.2n.(1.

ﬁﬁumﬁaummaﬂﬁummqmmﬂi (izqiu 1N.(3) NUNEINa ?Nﬁsﬁ’umaaumqmg:qﬁu

faneensunivazaftiyyueliaudisa vesqiiusia waridevimivesesins,

NUNEILAR 5.2N.(2).

2
D o

Aainau q nlfsziduuarfulseninuyniuresynaing 1y dnsinisndet
TBIYARING N1TUIANY N195aennd Anulaensit wazannm

NUEILAG 5.2A.(1).

ZULINITUEVNTAABLUYILYBNENANTNIATILNUINGNIMUATAEN) NANE YFaNHsILIEL
9017941 Aatiy N7 1eNIA uaznsengavruivEfaalTnIviaana L,

NUEILNAR 5.2A.(2).

dsunsmeumanluiaded] Amssauiinsiansanifunsamsludesnsiamnms
FEIg LLa:mmﬁfnmﬁﬂumﬁq‘ﬁ'm@mummqmmmﬁ'Lﬂumﬂﬁﬂmiw?aﬁé’ﬂum:Lawq:"lu
a9Ans. uazanasauidlamalunisiauniineuauasaussouznanuasesing anuinnie
Anagng wazunulfiRnis melasusessziiasdnsuazuinnssy miﬂﬁ?uﬂa;q@rlmmi
yatiugnin nsiasuainaniuaziines vdlunisdgimau. esdnsmisiansundsueuiun
apdlanalunsianniinsdinedmli fesautensiinn nstineusy nsasusu e duilides
waztszaunsalfifeatuanusie.

ANVFUAIDS LWL LALURITY AT iﬁqﬁmaﬁmﬂmmsﬁimﬁa:ﬁa.
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huom 6 N1SUNUANIS (100 A:uuu)
(Operations)

Tunuaan1sdiianis inusiaiuinesansiisnisetnelslunisaanuuy 4anIg

U5uil3e wazaseuinnssuunuansumiuaznsruiunisvineuy sauisdiulgelsransua

2940131 J1TANNS edwueuauAIungnAl wazvinliasAnslszauaiiudiizantnene
| —_—

DGR

Nns:UuduN1s
6.1 ns:uoun1sni1vu (Work Processes): (55 AzlUU)

avAnsiidmMsegwlsiumseaniiuu dams na:usuusowaniicur
lLa:NS:UaUMSMYIUNEATY.

. NTAANULLKNARNUTMUAZNTZLIUNNG (Product and PROCESS Design)

(1) N1FAAYNTDNINUAUAIHAAS UM UATNTZLIUNTTYINGIU (Determination of Product
and PROCESS Requirements)

1
A o a aQa o ¢

ﬂ\iﬁﬂi‘ﬁ?ﬁ:“ﬂ’1ﬁ‘ﬂﬁhd\lﬁ‘sluﬂ%‘%ﬂﬁ’ﬁjﬂﬁ’MUﬂﬂﬁﬁﬂﬂ.l‘]]ﬂﬂ NAANUNULATNTTLIUNITYINNAU.

@) N9LUAUNNTYINUNENATY (KEY WORK PROCESSES)

] ]
A o

NgzUAUNSYINUNdIAaadaIansiias 15104, a2 lsAndan nuaNdlAIaINIsUIUNISG
yineumvanil,

(3) wuIARlUNITRANLLIL (Design Concepts)

3 aadq [} a [ 8 ° dl L4
29ANTLAEN1908 19 s lun1gaanuuuNaafusLangyuIun1gvinuiva il ulilanu

v o s aaa 1 ° = 1 v g a
AANINUA. DIANTLIFNIFRENG L7 I uNIsU A lulae lry ANUTURIBIANT ANULTWEA
YDIHARTUT AUATIULLLANURIANAT NITATLINTNANLLAEN LAYAINUARRIAINANAARINIT

Tuaunan U lUNNTRENILILKE mﬁmsﬁ LLﬁZﬂiZUQUﬂ’ﬁLWﬁITﬁ.
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2. NM9AANITUAZN9TULITINTZUIUNT (PROCESS Management and Improvement)
(M n1sungzuaung WUiim (PROCESS Implementation)

8 qIJ v 1 1 a wa o o o 1 dy |
asAnstiulalnaenglsnnisUfiineudszariuresnssuiunisyitnumaniazfluldanu

FAAVLAUAINTZLAIUNTNEIA. DIANTITINTR VisasAdANaNIIATUNITNEALILAZ AR

‘lumzmuma‘aziﬂuma‘mu@uLLazﬂ%’uﬂgqm‘zmumiﬁﬁmu. ATavantiaaule ey

o o o

AIAKANIIANTUNIIUAZ ANNNIRINART UM I AREndls.

@ nITIIUNIATLAYU (Support PROCESSES)

asAnsiiianisaenlslunisinruanssuiunisatiuauundr A, mzmumaaﬁumu

9

Q‘I o [%3 o = Vv o olz Vv ] | a oA o @
néAgresasansiiazlsting. avAnsdulalasendlsinistimenulszaniuaednszuiunig
ma'ﬁﬁmauaummmﬁmm?mqqiﬁ@ﬁéﬁﬁm.

3) NMalfuLlsanAniuYuAZNgZIIUNTS (Product and PROCESS Improvement)

s =aNax 1 @ o o ~
ﬂ\'iﬂﬂ'ill'lﬁﬂ']?ﬂﬂqq\li‘IUﬂq?ﬂ?Uﬂ‘{\?ﬂi‘zuquﬂq?‘ﬂ'\\?qu LLﬂ:ﬂ?ﬁUQUﬂq?ﬂUUﬂHuLWQ

ﬂi}l‘.l.lﬂ’::\‘l NARNUNUAL HANITANTIUNITURINTZLIUNNG LATUAT19ANUUTIUNTIUDIAUTTOUS

naNURIBIANT UazanAMULLslsuaaIngELIUNIg.
A. N33AN5IATAEALNIU (Supply-Network Management)

'3 aaa 1 as S 1 g o a dl 1 dy I
mﬂn‘imﬁmiamq‘lﬂunmmmimiamﬂqﬂmu. agANgALTUNT luETasma liltasnals,

o @engadwwauninuauiRuaznNNnaLAUIANLABINITAUNSLTRNNS.
o WBENTTAUNANITANTUNITUIIDIANS.

. aﬁuauuﬁfmﬂi:mﬁﬁmﬂamﬁ(ﬁummﬁﬂi

° ﬂﬂiﬁﬁﬂﬂ’l’]ﬂﬁﬂv\lﬂi‘ﬂ‘ﬂﬂﬂaﬂﬁ’].
pyalanl

agAngatunisluEasnalitasngls.

1 =Y v = Qs 1 = =1 I
. mLafmmmafammamiﬂ‘tuummqmmﬂuua:mfnmauuamﬂimmamﬂqﬂmu.

v

. ﬁﬂﬁﬁuslﬂ’iﬁLﬁ?aﬂhaqﬂmuﬁmmmémﬁfﬂ.uma?m@uaumﬁﬂmmﬁmmimmaﬂm
oA i
AR LazadAng Nidasuuilaalal,

e ARAN7ANUAIANTIABNANITANTLNNG TAuazUsiiuNanIgan Lﬁumammijémau

Ideyadaunduungdeweuiiameliiansdiulys wazdnnisiugdaeuninanisaniiuy
N9 laid.,
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4. NNFIANITUIANGSN INNOVATION Management)

[ aQAaal 1 o a s v (%3 L8 N |
avANsiagn1gaendlslunisantiunianulanalun1sasauinngsy. a9AN9NaN9aeNdls

Tun1gafiun1gmulanialianasnanadAnsnnuaINnluaudsanLIunisls sl N U
1pnaldsacnesaumy (NTELLIGENT RISKS). adAnginanisasndlslunsvinlimswennsanu

a v é‘l v Ve o a v 1 quj L3 aaa I
nsRuuazauay  wianldlunssfiunsatiuayulaniamanil. eeAnsiiisnisagisls
luprssindulafiansangAnssifiunsmulanamaiilunaiivanzay.

VUNEILVR)
NUEILNAR 6.1.
o & o o a % a %3 o o YV
ﬂ')'i"i"]HQWUNBGWﬁﬂJ@QﬂW?ﬂ?Uﬂ@QNﬁmWL‘Ll‘LLﬂ'ﬁW]‘LLNﬁmﬂmsV]LL'aZﬂ'ixl_l']‘U,ﬂ’]? Turiaa 7.1.
WEJ’TEILWZ} 6.1N.(3).

NN3R8NKLLINTZLUNNT emuneanusdiuluniseanuuunszuiunig ndaeneuunulg
4 4 v . o o o d L. com A e w e
wasannmaiagunlastanivuarseilaqeau . AnueaasAle1diuesniunas
4 . 4 4 . 4
wagunlasngzuiunigvineu aailunaniannnisasundasssunanulaesiy iy N9
BIANTUNLARSUTNYTBNTZLIUNNTIRAATRUNALIMN UL ANTIUNSIEY tNBVANIAENN1IZNNT
vgarzinrasn1sdamingan duillasnannisasunlaungnisalnieuaniiaiaienlula
VS ANI99 NN UNEUANHAALR AT UGV ANT LU UNTTTINaUTINUALTLNT 1908 Ty
A4ANS.

NUEILAG 6.11.(2).

netnuNsatuAyUiidAymsaTuAyUns T IIuNTiai 1 ANAIRAIANS. NTELNLMS
wanil anasafenssinunsfiatuayudiiuazyaannsiu q MiRerdedlunszuunis
FaENIL NTEBNUULLATASUBLNARSUT NsUfduiudiugna uaznisdanisgsiiauas
fannsau g 2898eAns. fMethanszuaunanaienanuiyduaz iate.

NUEILAR 6.19.(3).

Lmeﬂumﬁﬂ%’uﬂ@qwaﬁhLﬁumﬂmm:mumﬂm:ammmuﬂﬁﬂmu A Tludiunila

. o A (8 dl Ve | L8 ¥
‘]Jﬂ\‘]ﬁ‘z‘l_l'i_lﬂ”li‘ﬂﬁ_lﬂ‘{ﬂNﬂﬂﬁi‘m’]LUUﬂ’Wi“H@Q@Q mmmmm:qhel,uimqmqm ANIT UB 2A.
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VUEILAR 6.1,

o WQIJ I v | ldl o E IS o ldl ° (= Vv

mavhlidulangaseuiiasdnsideniinismnanusonesauasanudniuauns
Ufimnsuazanuianelavesgn esdnseraiiuiiusiinstiugdwey vidednmainguiusing
geMINBaANsmNe ¢ nelupsadnensdsuntivanatlszlaaisuiy. nsdeansanuAAnis
wardeyadaunduungawey mndunisdearsuuuasdiAmnuiieligdawavasunafids
dl Vv v 8 18 dl B | o s o
fnpinisliainesing uazanesAnsaunieluasalnegUniu. dmiumans « aeAns naln

| Q‘u dl v v N vya |l v

wantipnaiasuulasmuanufamisresnain gna visegdulaide.

VUG 6.14.

nszuaunsdnnislenadmiuuinnesuaslidszlaadanlaniaienagninesunelu
2.10.(2).

AFUAIasUNENLLALURIRYaTl IiAANRE LN,

U

NS:udUN1S
6.2 Us:anSwaveavn1suiuiAnns (Operational Effectiveness): (45 Az1uu)

avAnsidsmMsagvlsiumsrlfibulodnidnisusmsdnns
msufUANsagnviius:answa.

n. UseAngninuazlss@nsnauaingsuIUnig (PROCESS Efficiency and EFFECTIVENESS)

asAnsiinantsatinelsTuntsdanissunu szdngnm uazdsz@ngravainisdifnis.,

2 o a 4‘ 1 dy I
a9ANFALLUNNTILITama LU Taeng s,
o UN159990990U1981 HARNIW $INTNTTaFEAUszANEN LA UsTANENaRY 9
UNNATUN TUNT ZLIUNITYINNOU.,

o tasululiiieueads AuRANAIALRINTIRLENNG LazN1TVinanuLn.
o anauuAsziuALEEVIe VisensandsnannmaegnAnlvitisiign .

o ansunulnesILReITaeiLNITATINABL (inspections) NINAADL (tests) UAZNIS
A929ADUNITLIUNNTVTANANITALTEUNIT (PROCESS or PERFORMANCE audifs) (*).

¢ ATNANUANARTIVINAMUADINITAILANAUYYL UazLsrANEAMALANMUARINTS

Vv

UNZNAN.
gl
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2. Anulaanfauaznieinanulaansauulanlauas Security and Cybersecurity)

¢  aaa | o 8 Var | v A A o o
mﬂn'a‘mﬁmiﬂmq‘lﬂum?wﬂwuu“lmwagamiaumﬂmau‘lmmﬂmmy waz

a [ O'dl o % < % I o %3 I8 12 aAaa I

aunindndran Tmanudeanseuaziinisilasiudeuulanlnuas. eeAnslisnisasndls
Tupsinliiulandeyauazansaumanslugtuuuniudeclauaaidnnsatind uwazszuy
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T —

. Naé’wéﬁﬁum?ﬂﬁnaqwﬂﬂﬂﬁiﬁl (Strategy Implementation RESULTS)
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NUEILAR 7.51.

v '3 I dy o o o o o v a dl Ve o YV
NAANALNATTATEUNUSTLATAAIUNNTRUAN LN LI Ut 4.10.(1) LazZLUINIa
NN99ANNTATUNNTIRU ALgeau AU 2.2,

NUEILNAR 7.5N.(1).

nesenulusidel mesuieiinTas s N U UNARELLINSN2EY 1 NaRaLLL
NNNTAU ROD @urinlsanniasiiineu (operating margin) AUausalunisyitrinls
visaAnuasa unsvirinlsmudunaInvisenquanAn, ¥ P ANUANTILANIINTE R
21RILINANWAREY (iquidity) ﬁmméauwﬁ%uﬁianu (debt to equity ratio) RudnsineseTu
(days cash on hand) UszAnannlunislddunsnduasnazuaiuan, dmsuaedngiily
UARNVNATIS (IUDNENANTNIATE) 019 IR UNAN ATz
(PERFORMANCE fo budget) %'omi/ﬁ\m’mﬁlzlzﬁifw?aamawmz;uﬁvmo (reserve funds)
N198AANUALILIARIMTEN9LMER NITADLALBNANLLSE AR N17anA1 154
1anAn w?afmmamzmum’azxu-ﬁlﬂﬁummﬁmmmfv{uﬂi:ﬁéwﬁmw iasiguan 1998
NITUTMITABNLLISZ LI UAZAUNUANLNITIZALN Aﬁﬂun”uzzuﬁimﬂﬁ

NUEILAG 7.5N.(2).

dmisuavansiiluuaimaanils Tun1991891i 901 91999UATAAIUNITLTAIA

4/ = a 1 = B B ) = v

1BN1TNAAYTNLYIEINAD (charifable donations or grants) uazauIUlAsINITNTENIS I
1snelval

NUEILAR 7.5,

A IAvisainnIsLssquEUnagsuauNulifnig AsdanlaeiuinglszasAia

-8 Y (dl o Vi o dl dl
nagnfuaziilszasAnnivualily 219.0) asAtsznavvssanudasisanuly 2.1n@)
waziInKamsstiunsuewLulfiRnsuazsmanisaianisintiuns sy 13lu 22n.6)
WAT 2.2N.(6) MUATAL

ANVFUAIDSLNELNLLALURITAT Tﬁqﬁmﬁmmﬂwﬁmaﬁﬁa.
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QIQII I Y :: I a o s dl ° a Qll | a va o
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Tumsvinlinausaunsadntslaluyuussuseldinnm
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luanuzasAnsang g dauanandunuazLsnisvanvatadudeuunnau iurasAns
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Q &I % aQ aQ
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' 491 « (3 dl o Y I LY a I } = v I I
vaanud. lutevninud dstiiuienfiugawwey Wusiing arnusiulie gna uazauadly
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1nSad1gguniu (Supply network)

AuiennunAnessniing Sannsveesdnglunsnannanduiiazisms uasdaey
Wifugna Rendasiunnnidhuiieahddedneg g nngasuey fdaay liiwedns.
asdnsiidudauanadadlszanfanssusie g fuffdswendnnuun warinsesdnsenaii
dounilaaeathefidudourasnsinesng q uiazuisdunmdndlumstdmianisdaey,
mhsnumainstinnudelasiuias i desiuas fusnnnasiuemuduis S duns,
mmﬁm%%’u@%ﬁumﬁuiua:mif‘%’mmimiﬁlqwq%qﬁ’uLLa:ﬁuméﬁiﬁﬂﬁﬁmmaamﬂé’ﬂq
TlunuamaReaiu inualdAn “irsednaginiu” onanawenuiiife ety
TunisudnLansuuazLTN1sU89e3ANs uardweLliungnAn. ANudenAfeIradATolNe
9UvnIu AAuTILie wazANLARENATimLA AR LEeE g Tuifaqii,

SrusssuavAns (Culture)

TAUSITUDIANT — ANNABFINITU U5IVIAgIU uazAntian fadsanimuinaauinily
ndnualnmelusing — Suansenuegnd@nmmenissindula pnugniuresyAaIng AN
v o & s :: 1= v =< I a o dJ | <
TBIGNAT UAZAMUANTIVDIBIANS. AUAT] 2545 inaumtannuiaAntisuesAns daiuasA
UsznaundnAnuesimusssuasans. Tuthnanuun TunusidaonunenduTmusssy 1eAmnnu
LAl uazuredanuldngAnssudsasneg nneliTmusssy. D1 inusaudaiau
AEUANHUZAY 9 1TAUETTUBIANT UAIENEUNTZALAIUATBIANTATILAZIATAS
TAILSTTUTIU,

AoulaaAnsna:nissnunwlasnnisuulanlsives
(Security and cybersecurity)

N ANANINNANULAD ANEBTE U LANTAUNALA L N19T N HIANUALUBNANTAUNA
FauAl 2545 wazuangAINUENAYaItaNansuantlull 2561-2562. 118aN195NEN
o T o o QI &/ I | dl 2 R
anuteanseuulanlavedianudAnyiivauatvneitiaduneddns inuviasdinisuens
ADUNENUNTTNENANULaansauulanlaues.

msnnlAgnlovne (Simplification)

CEs ] %% v d‘y ° o Qy o [
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AMNWYaVINIUN (IAUABTaNINUAYBVLINIUT)

AnIuAugIu Ao ulaasau wazAtnuges Tunust udinuineaiunszuiunis
aqa a oA o s dl s Qlld o a dld o | d‘yd o %3
TBUHTR wavuadans nnulusssnsiluanisaniiunisiia. ArnnumnaniilaninudnAgy

1 > | 2 é’ | o s dl £ o L% 2 o <
wanaeiullniuunazasdns auetfuladenatuayuuazyinlviasAnstszauninudnsa
wazfleeiu, IneanizaengsluszauaAniuene onumantldlasenisnsiaany (checklish
wasdarimuninnasanssiesl iR ulviussqualunnainny. ieatenanuulAnil N
lFanAnumaniin “dafimus” ansell unBanasnane 5 11 AN INUNEIAIAIANIS
WigadnsueFuseTanauAniuvanil untiesAnsirednuAnuludAynaanudsa
lutlaqifuviselusunan aeAnsarsszymanadvinty. Tugruzianany gnsialsuiiumas
N5 ANELNEIBdBdANT UARRTIALszIuAdTldALSIRgLgRamMNsTULATINA
iasindulafemusstiannuddresinnutu g sedaling. () “Audidty” T daiatsan
n9lviAzILLUL” TN 158).

B B

n1sUSUIlAsuInrurinuoAeL < asulaaol

lasvs1vavdns
(Organizational Profile)

8 1. ANBUYAIANT DNUIIANHUZANSIAUEITUAIANT UANIATLAANANTIEL LAZOL
NenulpssadaiaznalnunszuunisinasAns.

nuom 1 N1SU19VANS
(Leadership)

o YV o

e 1.1 ﬂ’]?lﬂ@\iﬁﬂﬂﬂﬁléﬁ%‘ﬁﬁﬂ@\‘i ﬂﬁuaﬂﬂ’\iﬁ%‘l’\\iLLﬁ5Lﬁ?}‘1Jﬂ§’]\‘ﬁ®JLlﬁ??iJﬂﬂﬁﬂ?.

o YV Qlldll v Aa 1 [ %3 dl [~{ o a6 YV o 41‘ a

e 1.2 uaziniau ¢ musURaeUmediny wiaeuthu mevindsslaniindsau. Weuwipn
d‘l v a | [ %% Vo (%% < Qlld o a dld (=3 1 o s
FadANUUE AT LAREIAL ATUINNTEALSY AIANTTILNANITATUNITNAAUINNNGYINLS 2 TR
WdgaauTudasmnananaaavinuinninasaule. nasvinldmmianiiainusunauaulunig
vindszlguilvidsaueraflusduindeunnuyniulasgnAuazynaing waziudsaing
ANLLANANIlUAANA.
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nuom 3 anm
(Customers)

& a o = A g v & = X
dszinunasaniunuan 3 gninszidevlndinarininaumniuwe durauinuuainyuued
ve vV o YV ql dl [~y % Vv Vv [~$ a v ]

v L. Wada 3.1 Wasulaiiiu amnuaianiawesgnan dsznausae 2 dsziauiansan Taun
mﬁuﬁqgﬂﬁﬁ LLazm:v«hLLuﬂQﬂﬁﬁLLamamﬁmsﬁ. A 3.2 mmgﬂﬁummqﬂﬁﬁ 1senaunde
3 UsziAuiansan Taun nsadwanuduiusuaznmsatiayugnam nsdszitiupnunanala
LLaZV’]’]’WJJHﬂWU‘H@QQﬂ%’W LLa:mielfiﬁ@HaL?ﬁﬂwmgﬂﬁmazmmm

nuoA 5 Upans
(Workforce)

viadin 5.2 ANuENILTeILARINT 0uinnTias a1 TALesTUBIANS. ANANNENTUS
aelndTnszvinanisdnmsuanisfiRnuuasnmsiauyaaIng Asmmunlssifuiatsun
Iy 1hun daniswanisUfiReuuaznsiauyaaIng ?ﬁqmm‘mmLﬁlmﬁum?ﬁﬂuiua:
Walun UsranguaranisFauiiasiamn uaznsmuiAuiImtiiluendnnisa.

nuoA 6 NI1SUQUANIS
(Operations)

W4 6.1 N92UAUNFYINNUTULT S LAUNANUNTANY 138N NNTLFUITIANITLATALNE
v u TAsIuAnLREIfuAMUADAAGBITRAATRUINEGLNIU ARNNTINLlE UAZAINY
ARDIAY UAzNsARANTALNALDL

o YV [N «dl Vv o ldl o Vv v 1

AR 6.2 UTTAUNANTUNTIARY lﬂﬁ’mﬂ’m’]llLﬂﬁ’lﬂ‘]_l‘]_IVI‘LI’Wl"]J’a\‘ﬂ_ﬁlﬂﬂ’m? anmm LL@:H?NJJ@‘LI
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nuomA 7 waaws
(Results)

A4 Vv 4 o v L |

FrULNNg ARZILUL (AU 156-165) mmm‘uauﬂaﬁ@‘guu wwnlty nuBeuiiey uaziua
ﬂﬁ:llLﬁﬂm%Uﬁu%dml‘ﬂ?"lﬁlﬂﬁif}\lﬁéji/\lﬁ: Lﬂﬂammmﬁuaulﬁmﬁummﬁﬁﬂuimdwﬁﬁmmm
< v [ 18 k4 QI t4 < % a o ¥V
INUNLAZLUINNNNG MAZULUNAANT TaAunaznaufeadanislsziluszay wualty

waznsulsaniiey Qnaniveananviadienadng. asAnstarsmenudayamantinnuainy

wnzay Tunnamaunumn.

a8 7.5 (38071 LASNEAUNTEY Pana waznagnd onutsuadngrasaAnslunisiy
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LHLUINIVNISHBULNTUTA
(How to Respond to the Criteria)

lunismsauienatsvraiuseia gadnsueiussianisvianudilafiumeaziden
Turideil Lﬁﬂﬂhﬂiﬁéaﬁmmmmmau%’aﬁmumiummfﬁﬁv’q 7 viuanlasenedlszansua.
HaATARNTAYINTIENTUIBNITUAZ HANITALTILNNL (Application Report) TngimaLdarinnun
POUNET 17 Tadie FangEuNNTLATHARNE WiaLTeANEA “eruunnTlfiAziLY 1szneusiy
WUANNNTIAAZ WL (WTN 163 AT 165). LLﬁdﬁmﬂa’Ludauﬁﬁ%\qﬂﬁ:mﬁmé’ﬂLﬂ'amﬁm
ﬁlaﬁmmﬁmqﬁa@mmwumma agnalennny iajﬂaiﬂuﬂiﬂm}ﬁﬁm%’umﬁmﬁ%%’f
mmsﬁmﬁa@mmwuﬁwﬁLﬁamﬁ‘ﬂi:l,ﬁumul,mﬁfm.

ISUAU
(First Steps)

1. 1S8ugiNeanuINfUYiSI03aNUNWIADGIG
(Learn about the TQA framework)

'3 o v Y3 [} I Y I dy ﬁl o v s Y
a9ANsAYsYInANNAUAEALAIUANG o farallil ivevianudnlainurseianunm
WA,

e ovninmet it 15-63).

o FTULNTIIAZWUL (TN 156).

o DATUANT (TN 128).

e ANBBLNELNUTINEIYD (VTN 76).

2. max Wi lpasniseruna:noudoninunyoviadasiy ) vavintur
(Understand how to read and respond to a Criteria item)

nuNUlA9asNeuNUNTNTaAUAMUANING (11T 10) Teuanslszinnaesinde
AR 9 TB9Te LaTUNLMURILFAZAIL. PSRN ATUAMINLERERILAAZ1 T AL
NANTUY FINTIVUNENR e,

Arnrulunerindelivansau. aeAnsAeInauAIn LNl TIAY Hlgenansaume
fnpvnelazioinfurnuunnsadlussuunnssansuanIsAItuNIsIa909Ans. el
ANDNUEREINTILTUATTIUDIANUVLNEDENAN YTV ZIAURANTN. BIANTBIATILNIG
pauvataAndlulssiAuiasaaefuiungy suanuinzay unldsudufeuen
AELTNIAZANDL.
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3. nunautusnmsiAn:uuu
(Review the scoring guidelines)

N1IMALAIDNLANUTITANTZLIUNTUAZ AN TaunLNIuTdauanuTsIuy
wuINaNNglRZILLL (VTN 163 waz 165). TunismauAouluwidenssuiunig (Muan 1-6)
IR niaiadenisssiiunssununnah 4 aeanuInanis Az 19lHAnud Ay
AUszALANUANYSIITBILUINNY ANUATELAGUIBINTNNENEAENSUSITR ANUATELARY
LLanT'aﬁwmmiG‘ﬂui LLa:miHimmiﬁ’umﬁﬂizﬂa‘uﬁlu 9 Tuszrunsdnnsanissnitiuns.

1 a 9% ° o YV o o va =3 a a
WIULAENNU TunfseauAInUlumIRNaanNE (uan 7) Tnansunneiiaaanislsiiiu
NASNETN 4 UBIUININT ALY T RANUE ATLTALINANNTALTUNTATY ANUENATY

v (%3 s v = dl [ %3 L3 dl o [ %3
AU UL AR AR NG ﬂJﬂHaLﬂ?‘ﬂULWﬂUV}LMlﬂzﬁM NMsysuINNINUaIAtTznaLNdnAy
URITLUUNANITTANITHANITAILTUNITURIDIANG LLazNaé’wémaqmiﬂ%’uﬂﬁ;qm:mumi.
“mmauuﬂmi” YAINITADLANDILATLNUT WANTUNRINUANFANNTLTZITU (ADLI / LeTCl;
'11%@ “UUINNNNNT AL TUMLIANTZLIUNNS” 1Y “UUINNINITRaLTTa lUNLIANadNE "

ANLAT)

4. maouidloaounulgvavAdIAy
(Understand the meaning of key terms)

Al UNUTa1ATANUTLNELANANY. AINANIITAANLLIATEIUNTEANINTAANY
dl Y L3 ) Qld v v I QI a Y a ('3 ' v o
N lusgans ANUALAUIAAILNITDA 1 WNLLALTA TUBNSIUANS (VU1 128-154). N199IN
v o 1 d‘y | v s a v 1 ] o dl
AN laA et azanalasanslsitunuaalaasnauuuen LardadnsnszuIunNig
uarnaaniraseAnsungneaLlssiiuninnelulazneuenasAns laetnegnsiad

5. 15uA28lASLSIVAVANS
(Start with the Organizational Profile)

Tnses9n9Ans mth 15-20) iuanBuAumvunzaunan. luaesansazldinumniily
NM91leziluALEY VFRIlauseny vieanumiungzLiuniglalu 2 el nednrinlase
asAnsazmeaAnstiudnlanes lsheddifedawardAygamogsia Wusiia uazuanis

ANTIUNNTUBIBIANS.
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llUDI’l’]\)ﬂ']SﬂﬂUﬁDﬁﬂTUﬁUOﬂﬂS:UOUﬂ']S
(Responding to Process ltems) (NUON 1-6)

wdninurazyutiunadngnisaiunnsNdAneteeAng umanzfNaangiadilnnm
Vv aa (% o v % ] | v o IS % L2 B <~ o %
nenuitadeesAnstioauin Met1uay G1esAnslnadniluf viselidnsanisufudsa
v | I | N 2 ‘QI a s (%% v < o < v 4 <K I wo ® " =< (=1 |
nnguiwiseasAnsiisuAsaiula avAnssndusaadilatanvsin vl Aaduay
:: ° “ " lﬂl | @ ‘Ud&/
i wazadevin ezl aiseanstFudgelvinau,

L9AFNIUNURITT T UNLIANTZLAUNIT (MUAA 1-6) NINUA LA INAITURTENTZUIUNNS

|
o o A

18 ndl | | s o a s v ‘dl o
na ﬁmﬂ@ﬂﬂ]ﬂﬂﬂﬂﬂﬂ%‘%ﬂﬂNaG]ﬂﬂﬂ’iﬂ?']_lﬂﬁ;ﬂNﬁﬂ’ﬁm’)LUUﬂW?ﬂJ@\?ﬂ\?ﬂﬂi\lﬂﬁJ’mWEﬂm wazinly

D

[ a o a ] o %3 aa [ YV - '&, %
ddunnsnaveinsAiiunsiidAty. msitiadauazpuninuesnisitdeyaileunduaussiy
\lavuazAUaYseluadeENNUIENTUAZHANNIATUNNT. AuTiy AYANTAIAITAALTINYA
A9 9 TaenduansaumaAunInszuaunsNd AL IUnan AuLUINIINISTAYINLATNLNIL

ansaumnAssma il

1. 1WA WALIgYBVAINIL “agvls”
(Understand the meaning of HOW)

Junsmeurteluniannssaunnainmony tathels asdnImIsaLIAnNLAINg
BN AL AU AURINITLAUNS AN AT LAAITY UL N90ENeAgNITUIR
N9ISELE UWATNITYIUINTS (RIrLLNTIATULL WTiN156). FRALTINAANS AUINARINGN7
VoA ARLTI eI AEN DL NNt argniszifiuidu ansauneaias /lddniau luns

szLiu” (anecdotal information).

YV & K] d' | . :1'
wansliudsuuansiiilussuy Show that approaches are systematic). LUINIIN
Fluszuy Aa wunnatiuanunsayinvsa g e LLﬂ:”Lﬁ?ﬁ’]am“aLLa:miaummﬂasl,ﬁlﬁmmﬁﬁ'ﬂui
=l 1 [ = I o o A a = o =
¥390719NA17 LA21 LUINNL AT LS UL A WU N NDULNNsUs 10U unn9uiules 1nng
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¥
1NAU,

LaRIN1EMENandN1sLGHLIR Show deployment). lunisnaLinmum Asagasnistuums
TR ludwmng o aase9Ans.

Ltﬂﬂ\iwﬁﬂg’mﬂ’]%‘@ﬂui (Show evidence of learning). L& mmé’ngmmm’gwimﬁﬂinﬁu
LLﬁZﬂ’W‘Iﬂ%‘/Uﬂ‘i;Qﬂ’iZU’JUﬂ’]? 99UNalaNNAUaINTa5NUIANTTY. wanalAuIdnisuLeciy
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LAAINITYIUINTT (Show integration). NsysaIINTsuansAUaanaaadidluuuImig
e TUAZANUNALNALSZNTZLILNTT WLy 572TR nsUlfiTinTg waztadnd Tevinli
ntszAvianmuaziesAvauatensfnafiauasnann, nMauansteaLaanadadliuuwmg
AUl UM ANTE LN LAY N AR AL A T AT ADA AR BITUIUN LA NAE NS SRR
HANTANEUNITYBIBIANT. N1FABLINNUT WiLdAIDaANLaanAaad L luwuINIQLAEfUY
4 152019 Ap

| | 2 YV o | v dl o o | <
o ludilnseseasang meszylvdniaunaeslstinsidAyneniAns.
o ludunagng muin 2) sanvinglsrasAimanagng ulfiange uazaussouzvan
12 Vv YV @ I | o <K < QI | v dl a I |
10984ANT Aavuansliiustunuinnelsziauingutiuniniga uazaguiainnisanemen
ansUfiRusequaliatngls,
a o Qs o o YV v R ax dl 12

o lunsiAzALazNITNLMIUlUITALEIANT (MD18 4.1) FELARANNNIENIIVIAIANT
AATZAUAZNUNIUANTAUMAIN LT LNANTANTIUNNT NN MUASI AL AL ATY.

o lunagns muan 2) waznsUfiiznag muan ¢) feansliiuegnunudnfssy
NULAZNIZLIUNTYINUNLANMUEN A ABNANITANTLUNTIALTINABIBIANS.

2. 1lonounLIgvevAINIL “o:ls”
(Understand the meaning of what)

Ao azls” vunLRUnieleAnsuandlinfiuieanuannadadi Uity
maamﬁy’qmiuﬁmm?ﬁumaqa:uumﬁmmmam?mLﬁumi. Feeaiy fiensdnainmus
TnnUsrasAiminagnsud unuliRne Minuanisaniiiunng LATNAENELNFTIsEL
Wunuan 7 ﬁaqﬁuﬁuéﬁuﬁfmqﬂ?zmﬁmqmﬂaqwéﬁi:qvlf’iﬁm.

M?T@iUMM?ﬂ] -6 mmmm azly” 982 WUL AR V’]’m”llJLL‘LI‘]_IVl] Lﬂumaﬁmumm?aumﬂ
Wumummnumf U?Uﬂﬁi%ﬂ’]ﬂmuﬁ“"]JumfﬂuwﬁﬂﬁL‘LLLLﬂ’\‘J‘ A mmmm‘uw 2 1flun1gonu
IMNENUNE WKL ’qu‘ﬂ‘iz’d\‘lﬂ L‘]J’Tﬂ?Z?Nﬂ Ma‘am’aammmﬂmﬂmammmma “azls”,

LLuU9NNSneUddalunuoAwadws
(Responding to Results Items) (NUon 7)

1. JowiuwadwsnisAliunisuevavrnsidAyian
(Focus on your Organization’s most Critical Performance Results)

o Y Vv o dl o s dl I o @ o dl %
mMasenunadnSAasAsaunquiariuadALNanneAudITARRIANTLTLAnd]
athanudnudlulaseseesing nuannanhesdng nagni gnan yaans waznnsdfiinns.



2. s1gvus:AU 1Udliy na:n1sWSeUIAgy La:uaAvNISYSUNS
(Report Levels, Trends, and Comparisons, and Show Integration)

SENNUNAN1TALLILNNG (Report performance levels) Ineldiunmsinidaminumung i,

$1897ULUa LY (Report Trends) LWBLAASTIANINUIBNNAANELAZ AR INN9IUREULLAY
TuFaadAty. reviideyadeundeesnetios 3 gndayameliiunissuiurewunitudaa,
winltiumsuansanissuiiunisituulueanuaziagiiu tnglusiunisuanisanitiunig
ninan1salld duaunam. Tuiinsdningasadusiivasioyauulliiy unaie819enIng
Pndayanisdannuninaesninng e, dayauuliuuesininuiwneadsrezuny
=3 | = 1 N v I | d%l I o ) (%3 o o ) % Qs (ql o s
24 5 tvisaunnin visetlesndn 1 T AusdiuAnudAyIaaiITn. dmiunadnsiid1Aty ¢
I'g v I I dld <K L7 [ %3 I @ v :: dqj a v dld
aeAnsmIsseutayalndinimid feudinazdaluiiuuunlty Ml msasunauuliuig
vsauultulunsauee e tiad Ay aae.

a . - o & I 1% I3
FERUNTLLTELAIL (Report comparisons) INALAAINAANENILFILINAILALAIANS

1 1
a4 A

N | N o o S
AUNLAANUIDEWNINUIZAN WTRTSALLNEILILAEN.

$1EIUNITYINUINIST (Show integration) IALUAAIHAANENAIAYNINUALBIBIANT
LATIWUNAUNAUNTRTT (TU AUNGUANAT YAAINT NTTLIUNT UATNGUATENAASUT
fdAty Tapnsszylilulasesieesnng).

nN1snaulNfuriagiius:andniw
(Responding Efficiently)

1. §708VA9T93UMIUANUINLA:EL (Cross-reference when appropriate)

Lﬁ@iﬁﬁl’u%ﬁﬁﬁﬁmaﬂum\'azﬁﬁ@ﬁmmauuﬂaaﬁuﬁammﬂﬁqm LAZANABLUBILNLT
luidasine q Tanuaeandesiy Wesdnsddeimeriuidedu q muanumnza
LUNNENAN TN A s TAUINALRY, TUNTEAINGTT ATTI1ENLANTALN ATDINTELAUNNG
17'1Ia*”1ﬁmiﬂuﬁﬁaﬁﬁmmﬁma‘aumﬂﬁu FIBENITL TTULNTRAILNLAZ NI ELFUBILAAINT
A397ENURENNAZ AR M luTde 5.2 LLa:mﬂﬁmﬂa'mﬁqL?'mmiﬁmmLLazmiG‘ﬂuiEﬂ
Tutdaau Aeinsaide 5.2 lnelifacesinemeas Bandumy,
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2. Téguuuunns:5u (Use a compact format)

Lﬁamﬂﬁ?ﬁuﬁiumﬂmuﬁ%‘mma:mamwﬁLﬁumu’l,ﬁtﬁmﬂ?ﬂmjﬁgq@m A19UNLAUD
ansaumalinszdulngldunugiuaninisivauesnu flowcharts) M3 LAz ady ‘)
(lists). mi@hﬁ’mfrv"ﬁmuwﬁwmmmméﬁw%’umiaﬁmma%’umﬁa@mmWLLﬁma ﬁ"’fmqﬂizmﬁ
Lﬁ'aﬁ’qﬁuﬁlﬁaqﬁm‘ﬂma‘mﬁﬁqﬁé’]ﬁmﬁqm‘lumau’%mﬁmma‘mﬁmua:maa"mmumaé’wé.

3. T16nsaul na:m1s1o (Use graphs and tables)

Qs o | 1 o dl Qs v [ (QI
maawmau‘lm;awmmua"[ugﬂmem'ixﬂm‘[mﬂ‘lmﬂmwLLaxmam. NAANENLAAIAINL
1 4‘ 1 4} N = % s 4‘ (% YV @) = [ % v 1
pottasluaananlanamils visauBaumauiuesansdunds Usuliilugrumeniu daun
nstiiausluglansaiudmiudeyanianuunnmNredIuIn). FIeLITU N195IENIY
wunltuanudeendaduduniurinungyi@enediuiunineu 100 au azdaNumLng
UINNIMNTTEUIILTUINURgde ldianus Tnaanizdiduauntdnauluadg
TuaiananNeeuna viealunsainadAngstnisilsanisaunadnsfuadIANTauUN LU
WINIUANNTLL

gﬂﬁ 7.1-3 1aud8ARa UL (Defect per Million Opportunities)

50 —* . <
I

NARAU N.

45 a_ o
= NARAUA .
c° 40 +— a o ¢
= NARANUT A.
z |
= 35
& e
8 30— ey A fizLAEszALTAN
e 25 i AIANTIAEITIN
s
= vl e
€ 2 e el AU STE T

5] A
3.4-2-:
(60)0 ] r r

2557 2558 2559 2560 2561 2562 _ 2563
AIANITNL)  (AIANITIL)

. o 2y A . . Y v
feeans g 7.1-3 uansdedeyanasdnsanainavaifiudiunilansrmaniinde
7.1 wadnsaundnsuwaznszuiunig. luaiulasesneesans In1s9zyn SixSigma 1
13 dl o >3 Qs o a a =] | Vv I
avAdsznaufddnlussuunsfudsanansdiiunig Inedueadenodnumiag (defects
per million opportunities) Lﬂuﬁ’ﬁmﬁﬁ’]ﬁﬂgﬁ’mﬁ\‘i
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[ I | o | dld Yo I a Aa dy
neAsnarndumesnnlunissenunaladaaulazidszansna Al

o lidayarzazifunuasunuivanunuiazniieinegednias,
o dnmsuansszivuazunitudayavresininuanisaniiunsiddy i seudens
AunLe,
a [L 1 a
o uanINadWSluTNA AN 9 1.

[
=1

X Y = v dme e e

. Qﬂmi‘umLLamﬂmmuumiuwmmmum’nmu.

. LLﬁmQ‘iJjﬂquJﬂLﬂ?EIULﬁﬂUﬁLMM’]ZﬁM’aﬁi’N‘FﬂL"Ou.

a P & v e I o o [ & a o «

o WENsMiAET avAnsaunTanandliiiuninisdanguasniiy 3 anendnsum

IA8TNN9ARALNA L ULAAZANEINAR SO,
= s ) a dl o ‘i/dé’ :.: s 1 = =

o fnsamnisaiianisaniiunisndFudgelinun sauienisUfudetvanuuivise
v =T dl = Qs ) a dl ] a [ ' :: d‘y v
Ansrinalutl 2562 WainauduuanisAniunsAtuLTesaen@ndun 2. il deyq
emmsesuneiimsiaeundaseenatininezlan uazeradrvmndunaanmaeuiitdAy
MNANARTUN 1.

ngasunens s lduunienis Az LUl azvinilundanaineanfunisaiiunisnd
BIANTUAZINHNITALAMUANYTOIURNDIANT GaT)

) a s o s v dl dJ v
o uaneAtiunsingsanvesesansluilaqiiuedlussiuaigen agifiannisnfsey
Weufuguislugnamnssunediu waziuasans “sxaulan’ luansudnsum n.
. mam?ﬁhlﬂumﬂmmammmﬁﬂmamﬁqLLu’;‘[ﬁmmﬁﬂ%’uﬂgqﬁﬁLLa:é’qau.
o ATENARNUT N, LﬂuéﬁﬁmmamiﬁhLﬁumﬂuﬁﬂﬁ’u LAANDINANITANTUNIS
dlq ul/ = = I v 1 = v dlddgj :: 1|
NALAEEY (UadldsAaanunule sy 5) waziuurltuNalufaLatl 2558,

|
=

o ANBNANTUN U, ﬁm?ﬂ?uﬂa;qﬁmm% ImﬂﬁmamwﬁﬁLﬁumﬂﬂé’lﬁmﬁu@jLLﬁﬂqﬁdeqm
lugnavingsuLAEIil WASIANUVAIANLNAANUT 1.

o ANENARTUN A. %wzqiummquﬁ%‘mﬂm:mamiﬁhLﬁumudfnﬂumamﬁmsﬁimﬁ
Uszaniiymifentuaeadelugaeiy LLm'mmmmﬁ’i%:ﬁmiﬂ%’uﬂgqﬁﬁu (B4ANTAT9DELNE
TomiiAatulutesuiletedy « LLﬁ:?ﬂLM@ﬂJﬂdﬂﬁ?ﬂ%/Uﬂ‘%Qﬁaﬂdjju).

o p3ANsiinMsAIANIsTItNNNsanasLatnsLeudslunanendniug. aneudniug
. fapsdinsfulgaiigmdsndnanandasugiou 4. ssdnsananisaiianananduet n.
azussqiilmung Six Sigma nnelul] 2563.
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A95UNEINIUNSI9AT9 (S18azidenningadaonuiniun)

TusutlagUneaziBanaanuiurasiinuazuasinde suuiuansegnuazAuLzh
@S ununemniLandluneuiaraunazinde.

lasus1vavrns (Organizational Profile)

1AT999DIANT LA LIFLNILAZNMNILUDIIANS. TATITINDIANIENAIEALNLA T AR
AMUANATYIRIaNTaUINANaIANTUdue luidauag 1-7.

| s o v s v =4 &/ dl [ Qs dl ) s 4J )

TAg9vasAngazvinlnasAnsinlaanauneiuiieanielulaz nauand Ay Tenium
ANMLIARDUAIUNITALTUNY. TRdawant 1aun Adevml Tausssulaz Aty Wusna
LAZALIIOUSVIANUANAIANT ANTWLIARRLAIUNITIANTU AaRAUANLTNTIELazANL TALL e
L?maﬂqmﬁ TIFNNAHANTNUARENNIAILLNULaZNFRAUlAURIANg. At TAT9T9RIANg

| v 2 Vv ydd‘y aa ° a a dl v o < a :j L%
%ﬁmﬂel,wmmﬂmn%“l,mmﬁuu‘l,mamaml,uuﬁ;imLwaﬁl,wmiqmaml,iwmg@m m‘l,uﬂﬁ)fnguu
uazluaunan saumaauaiu Tanta wazdes iaNlnanassULNIT9ANITURIDIANT.

1. anuruzavAns (Organizational Description)
L9ARTUS

vdatinanitdneuziazANUENTLETIEAydwaraan MLIneLTa8ANS. ALMINg
wasidall An NMeRVUALTUNEAMELRIANS.

AAFILNA

111984AN3 (Understand your Organization). N1sldAmS & 1w “Fdemied” ey

“YRIUSTT” “WUSNA” LAZ “dUTTOULMANUIRIANT” HAuLAnA1eiullsuLAazaAng
s I ve Y o o dJ d‘y N Y o 4' (% :j g = v dlv

uaradansana tulaldAnlaA1ntiell veaanaliAnau. fetiu a9AnsA7iANUEnlaNdmLay
INAMLANUEAYENADEIANT IMALATEINITANBEUBIBIANT UAZNTNTIENTEALIAIARINS
o o YR 92 aqll I Vv < o a o a <
uhasansidinnddusunan. Amnudniauiazaelvesdansdndulauazaiiunismunagns
NAUANTENLADDUIARUAIRIANT.

1nladus90UZNANAUBIAIANT (Core Competencies). m%:qﬁmmuzmé’ﬂﬁummﬁﬂi
QI %3 = v 1 1 v (Y3 o [ »dl o v '8 o [~$
NiaaunazdainudnlaagwnaswniduimladrAynazinliesanstszauainudiisa
luffqtiunarluauan UL ANUAILNT0 T UNTIANAL. NNFLNaLTTIUEaNUaIadIAns T4
AENAVLNT AL Yad 19 AN ULAALAUTLARIA. NIWAILNALTTOULNANURIAIANS IATLARN AN
nagmiatiauaazvinliiinanuliifFauidnagns uazmsdnilaminddunidoogyn
Nfluaiulsznatluaussous vanaadndAng fﬁwzﬂhﬂaﬁfumummz«hL“?ﬁ@iuammmmmﬁm.



vinlaanwwandausmungssiliendptiadLnw@afns (Understand yourRegulatory Envionment).
anmuIndaunungstitevluanuniiesAns Avegardananaisnieriiugsiavesesans
o :j v & 1% o ! <|<X a o o | o A v Qo
At pnuinlaluGasannnseusinanasiiuadsdAgysanissinaulaludnunisUfimnig

v (S | IS a a dy o | v L8 v | 18 o A o 4‘
uazmunagnsaenditlsz@visua. uanant denglviesdnsszylanesinsazAiiiunsieive
Wilullenudarivusdusiueengrung ngsuidaudatiidy uazunsgulin vsadinis
ptiunsvimbanindaimvuasg § Fikuenisanuiflussansduinuas fluuvasaesniy
TauFauaanaedu.

vinlapnusaanIsragnA. ANUFBINNTIRINALgNALATAILNAINDIATINTNTANLEL
finsainan s=dimnades mtlaanst nasnEANLlaandt suienneinenanuLlaense
unlanlaiwes cybersecurty) Mslitduan msliinaluladfimiladu nmsneuaussechsinGa
N1FLFNIIUAINITUNE UaznisuFnsluvatanien. anusiasnisraenguyialandiuds
m@mmﬁqmﬁﬂﬁmﬁlLLamﬁqmm%’uﬁmﬂmuﬁ@éﬁmml,azmiu?ma?ﬂ;mm. dmsuasAnsiilal
warvInanilsunaune (1uf9eIANTNIATE) AINABINITUBINALANAUAZAIUAAA
819971004N19AAR LN ULBINNTUEISTANTS NsTiLEnIsmuting wazAusInEII8INIg
ARLAUBYIUNIZANIAL.

s:qummwu,azmmé’uﬁuﬁfﬁﬂumsﬁ'}ﬁ’uQLLamﬁni (Identify Governance Roles and
Relationships). asAnsiliilunuuednaia lunazifussansninigiamia nmaenuu n1asg
= L3 I ° I o > QI o Y @ ] = > % I8
visaadAng lluarmnanile Uszuunisrirduguantimunliiluagwalngssyannuduiug
Aantesenuliegnsdneu Ay asduiufesdnissryniinuesinszAuge (auznssuns
dfiuguageAns wazesAnsud @) Wdanudaau. saudeiasunanuiiudaszuay
ANULRRTeLYIALNIsUNITiALguansAnsndnidulssiauRasaniddnlulasasng
nsrfLAUaBIANS.

1nlanau ﬁmmﬂmqnﬁﬂ (Understand your customers’ requirements). AUARINTG
UBINGUANATUAZAIUAAIN 97997 BaNsdeuaLTinsaan sxiuunaEes Anuaandt
nssnnANUlaanst autenssnsnAnulaanseuulan e (cybersecurty) nslviduan
nsldmalulagfmiedu nsneuauetetesIAs NMILENNEMEINIEINE LAZNN9LENNS
Tuvenenn, anudesnsvenguifmulfdudaeimgfinssuiuandianufifaren
ROFIALNALNILENSTLAIL. AWSBeANeTLuarmINaT s (ueeaAnTNIASE)
ATUABIMSYNGUINAWAZAIUAAA BI9FILINNISAAAUNUYENNI9LIMNTIANTS N5 HLFNS
AL UAZAPIUTIAEIVBNNITABLAUDN TUNTIZRNIAL,
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L2

vinlaununaasgdenu (Understand the Role of Suppliers). luasAnsaaulvny Hasuay
funumiidndyaesBclunszuaunisng o fdrdglunisdifiugsia uaznia¥nunli
w%marmaqmm”l,o?ﬂ,ﬂ?ﬂm%qufﬂqsﬁ’uaﬂ'ﬁm”lqauﬁummﬁm. doimunuaansatnegniu
pTLRIsdaeLTns AR eTAaN ANUEAVEL suNTnauRllA Auaninen
TUNIITELAZNUUL UIRNTTUAILUNG S UIUNSYRLANSLT uTanIsHEAYToLINg

mmmmﬁmmﬂmqﬂ ANLANIZGNEL,

L‘]J'ﬂ@?u‘l_l‘].lul,’mﬁi‘ﬂ’fv (Understand your ecosysfems) AEBIANTANN 9 mmuamamﬂm‘m
G mmfmwmﬂmmmmaumﬁu suialam AT a9AngsILIANeNe T UL A
99719 (1ATRUNBEAINAY WUsHAT ARNUTINLE UAZLIUANALATALLD) mﬂ%uwam
Tneununmmaniiazulasllnnainusif, mﬂmmmlmﬂ?ﬂumm vuinFuatiena
awalviiingUuuugsialng gnAting ﬂqmuﬁﬁmmmm?mqﬂm uazilszAvanmi
Lﬂlmmﬂ%ﬂumimauaummmmmwﬁfwmqﬂﬁm lusnansal ﬂm?m‘llmmmﬁmmﬁuagﬁu
M9 ALTAlAESILURITE U LT ALA L A UANUNTNURIBIANT LUNTLATE NGB UF T LAUN AR,
LLa:LﬁaLﬁmmmﬂjqﬁuﬁumﬁmgu6] mﬂqmmmmmﬁluq AIANTENAANLNTDAIIANUTAALAL
mﬁﬂ@'LLsu'qﬁ’mm?ﬁmauaéﬂmﬁuaxéqLLﬂaﬂ”LmJ Fannanfennaiiioaunannssuuiing
UYRIRIANT.

2. an1oN1snivovavrns (Organizational Situation)
LA

ﬁﬁaﬁmmﬁmmwmmﬁauﬁqummﬁﬁuﬁmﬁﬂiﬁmﬁumuaq' 22UDIANNTIINAE
wazaulaiFaudanagnsndAy uazfauiufeuuinieiiesdnsldlunisdfuyg
) a = v « o YV qu = 1 v <« v dl (%
Han1sAtunisLazn1siseus. aatsrasAuawindell Ae nismeliesAnsidnlafeaiy
v dl ) ('3 '3 v s ‘QI v ('3 v a I (%4
ANUTNERdAIaeeAng uazidnlasrutluasAnsiazasuazinmanu A Fa e,

AAFINA

v 1 1 '8 . v 1 | [ =] a o dl

\inlaAUNURIBIANT (Know your Competitors). AMdlaNnAuIAelAT Tauiuie

Qs QI ) Qs ] 1 QI o 1 QI ) 1 = v =
LAZANHUZNAIATYIDIA U Wugsanfluagnstialunieninuninaz lsraninuladse
iauaedurasasAnslugsiauaznans. avANgTuLnT AU let AN TN UAN TWLIAARL
Vv I o %3 =3 Q‘I Qll ° Y3 Q‘I a dy I v a =
Auntsuaduluifagtiu saudanisiasuntasidr Ayt uwnaseyaulFauiiay
TR OAGINGI mf«muﬁqﬁ@?ﬁqﬂumuqiﬁ@ NANTFUNLLLALN T89S TUnaLS ML
UATENANTUMNAU NsUsZU (conferences) tATaINETUVIBNTU UAZANIALEIAAAN o),



AnuTameLazaMulanFandanagng (Strategic Challenges and advantages).
nesnfiuanuresesanslunanidnisuisdugaauluiagiiu vanaanun ssdnsrindanoy
AuAnuTmMenagninamanaauansalunsinensrAuuanisaiunisae gy

% <l/4J o | a [ s 3 v 41‘ % a 8
warin Pimsiunidluauasduresesing. nsvianudnlagasnulanaudanagng
ravasAnaiduddidr Ay imiisuiunisvianudilagesanuinnieiinagnivesesans.

4 2 FagsnafluunasanulaFauaauady waldlsslaamitaziasuasaluaunusnasAns

ABIRALAUDIAMUTIMNETAATY. ANUTameazanulABeLnagnsatafe ey

waluladl NaAduy N19Ru N9l iiRnTs TassaieesAnsuasinusssy AnANNAILNTD

S]Jﬂ\'iﬂx'iﬁﬂ?LLli Qﬂﬁmammm ‘]dlﬂL%EIQLL@iﬁW?ﬂ@M%ﬂ‘Hﬂ\W]i’W%U%W ﬁ;?ﬁ’ﬂﬂ]ﬂﬂﬂﬂﬁﬂi Iﬁﬂ”lﬁﬁzﬁ]ﬂ

\ASETEANIAN UAZLAAINS.

iinlaauimeienagngaasadAng (Know your Strategic Challenges). AT

& =
AANURTATIUNN

v
o

AUNUNNTANTLNY (TU Tag UInu m?aamuﬁmmmﬂﬁmam%).
NSUENEVTANARIVBIAATN.

NNSAILITINVITOATOUATAINANIS %ﬂimﬂaqﬁmmma:‘tmﬂ@jwﬂq.

ANITLATEENA ‘muﬁqmfmﬁumummqﬂmﬁu,a:megﬁwqmﬁy’ﬁ:ﬁuﬁaqﬁluua:

szALlan.

NATBITUINAVIYAAVINGTLL,
NN9UNLAURLA NN UM INUVTaNALNLL

dl I Qs s v =
nnslasunlasasneunauaunAlulas,
mmﬂaﬂmﬁmaﬁauﬂaua:mmumﬂ uaN9snEnANUlaansauulanlamuas,
nsdguadivaidngnann.,

- e

NNTLLFNUNLN N,
maémﬁﬂmmaummuqqmq.

L*i'i'ﬂ,@mm“l,ﬁl,ﬂ?ﬂuL%qnaqwémmmﬁ'ﬂi (Know your Strategic Advantages). ANUlA

1 =<
Lﬂ?ﬂULmaqu@q@?'ﬂﬂJﬂq

mﬂﬂu@:ﬁﬂéﬁumm%wu%ﬂﬁﬂuqmm‘vma?im.

mmﬂuﬁﬂau%’u@rmmﬂﬁﬁmiqﬂ AN,

2AUNNTFLIFUDINTIAUAT (brand recognition).
AINUARDIF.
N9YTUINITATDUNERLNIL,
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. maﬂui‘éﬂﬁmmm
4' = v 4' = v
o TDAENANUANNINLAZAMUITRNDLA,
o Maiulineiudwinanu (green).
o ANuFuinveuRsdIALLaznsdduT UL,
o VNIANANATAIN.
o LANDNEL
o  NAANAIDINITFULTEIULAZHARSTTUMN.

o [ % o d/ ! o =< o s Q, d/ 3 v U =
dmsLesAnsilLuaNEanils GIudievansnIaTg) awvilidanulanay 81979008
Anuamnenlunsiiniigdenalunisdnduls dadIuAunuNISLTZIANITADNAALGNG
YONTLSUNTU/UELNL TOLAEN AIUNITANLBLYTANIT INLENIT UAZTZEISI9A1TTLNTLFNIS.
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drdty uazlunmsvirdannasinuanusiuiielugtuuuulanin,

FLULNULATTZUUUIA (Work systems and ecosystems). BIANTATURNTZLLTIA
athadinagms. Apuaniemenisdanisviuaiuling fannafeau (Consortium) AL wazgluLL
NeALTUETAA (Business models) ﬁaﬁuagﬁé‘ﬂﬁﬂﬁua:Lﬂﬂﬂa:mﬁﬁummﬁm\ n3LALLe
mmmﬁmmfﬁuaﬂ'ﬁumaﬁLﬁu‘[mimﬂmmmaﬁ“uuﬁnmLawm’mmmimmmﬁﬂﬂumi
TR UNGRUANTLAUNAR. LAz Lml,ﬂmmﬂwwuﬁummmauq mnammwmiuauq 89ANT
m@v‘lﬁmmmumuamLLﬂNm&ma‘umﬁuaﬂmﬂaﬂiwu TIUNNATIDALEBIUNINTZULTLAA
UYRIRIANT. ﬂaqmﬁmaqmmmmimuqmwmmmmmﬂﬂmLLa:ummwmmmﬂmmm
neluszuuiiog dugiuziusiine ganusiuile fasuan AUIN ¥FRgNAT visanaty ¢
AENINALNATUAL)
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TngszasAllanaLnsd (Strategic objectives). *’meqﬂi:mﬁl.?maﬂqméaﬂf«\vLﬂut?faqnf]i
ﬂ?‘uﬂa;\i@mmmmm%mﬁm%‘ua:u?mar %mmmmmLLazﬁmmﬁﬁﬁwmqmmm NITAALIAUDY
9E1999AI57 NMINBLAUBIAIUABINITYRIRNANANIZINE (Customization) Tannuivinau
UL (Co-location) AugnAIvzaiusing n19saumnu TeauNEMaTaUas (Virtual
manufacturing) WIAN9TLRTIAEMRaM LN AELIas0IRaTn NIt LNz ELsE UL
ATUNTIN ISO VidasTULAINARRY LazneaiuRanssunsvins=lamnllday

2.2 mstnagns[UURUR (Strategy Implementation).
LAATUS

o YV Qq{ R aa QAI 2 U (%3 < a | a oA dl Vv
vdatlonunaisnisiesansilunsudlasingdszasdienagnflldunmd fiRntsinali
ussgingUszasAmantiu. sauivisnisiesAnsdsziliuanuinmihiisuduuaul imnis
QI o 4 QI/ I L2 IS I o | a oA Y L3 L3
e lniulanesAnsiinnsanenannagnsdnsin warussqiilsrasAuetesans.

Y o
UDAINA

(% 1 a wa 1 a wvAa . .
miwmmLLau,msmﬂmmmuﬂgummaﬁmaﬂgum (Developing and Deploying
Action Plans). AMudFavsunuliRnsIuegiunineinsuaziinuanisaiiunis
21U 9ANNAAARE I TULLINIUAL T UTBIUNUIBIILIEN HasuaL uaziusiing. vidla
o o dll quj Ed aa QII o Vv 4‘ vV a Vv N o 4
dAnansEasil An AanenasanslaialiifaanuaanrdaaslllumameiuwarAnuaudu
AN LU WAUSTULNAY NFZUAUNNGYINNU kaziandnAty. Amnudannaasilluuuimig
WEnfiulazAMNALdUAIAINa? aziduiugudmiunisimuauaznisdeansandiy
mméﬂﬁmmmﬁ@miumiﬂ%’uﬂgqﬁm"ﬂl,ﬁu@g]' %ﬂLﬂua'au‘mﬁqsummuﬂi:ﬁﬁumﬂmﬂwﬂamm.
uanaNl MInnanisaniunigdslanudAnyaalunisfanuNan1sALIuNNg. NNTULKHY
UtinslllfiRuaznisnnenendnistgifenasesdinsdiuilaeulasiadednsuazis
Ufiimnng. AnudrFaaeauljimnisilunaunainanudidanmulalussasduuaznig
Uftimluszezens.

mﬁmfa‘ﬂzﬁtﬁaaﬁfuaqumﬁ PATINTNEING (Performing Analyses to Support Resource
Allocation). 4An981aldNs3iAs=inanetlszinniteadnernnuiinladnesdnaiingmenns
Vmmiﬁmﬁaﬁﬂﬁumuﬂﬁﬁamimaqmaéf]{%wa:mi@ﬁuﬁ:%ﬂﬁuﬁﬁag}. ANULNI9ATLTIY
lufaiiu enalnisliaszinszualiuan s1a5ugns LLazwﬁaumuﬁﬂuﬁiaﬁwéau

myude, dauFasnsamuiiasyiliunnfiinissrqua asinsenaiiasiiyamiiagi
TBINTTUARUARMEAIUAARUAR NTIUATIZANAABLILNLUNITANU (refum on investment - RON)
VITAHARBLULNUARNUAYL (retumn on invested capital - ROIC). nenant apaslding
'3Lﬂ'-m:ﬁLﬁaﬂizLﬁummw?ammﬁwmﬂmﬂﬂaLLazw%’wmﬂiﬁ'u q Tunsatiuayuliuey
ﬂﬁﬁ?}m?ﬁﬂL‘%Wm:ﬁ'ﬂ"aﬂQU?aaﬁuﬁxHﬂﬁuiuﬂwiﬁu. UBNMUBINNNINEINTAIUNITNU
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BIANSENARNTINENENILARATIIANUANLNTN SIUTRAEN I AMUAZAINLATANATILaLEY 9
A o o | s =~ a s o A v s a
ey, unarasAnsazisluuunisiiaszianizAivemealiesAnslsiluainuaiuns
a °o A 0% dl a dy ! :: ell dl a dy
nunsRulunsatiunuluilgiiunaciasiiniunely saunsanudssinaziiaauainuagm
aQ oA dl (>4 o &I v

Ui imnisnanvinausae.

N1TA5NUHUARTULAAING (Creating Workforce Plans). ukutfiiAn1s Assaufieuny

v % = 4J v v = (%3 Y3 s
Auninennsyaravsayaains msesdennasdlllunumiarstunazatuayunagng
1ABINUDIIANT. ARLNIAIALITENALIURILIL LA

e N199nlATIas 1NN LAz AN B ULNAINUNITIRas U luNT A RAUA
LLa:miﬁmau‘Lfvﬁumymmm.

QQI dl ] a val | = | v a £%3 éj | | =l

o NIFEUNRANETUIANAMUIINTRTEMINELIINIUATHITNULINTY 1L AMUTILLE
YDIAVNIN.

a =3 1 v v s o a AJ = 1

e NMIaTaNiNININIBIANINEUBNANTIUNNTUNUY T9NATINANTENLIABLARINT
nilaguaznisisulng o).

o NTFFUNDLATUUNGAUAINSTUAINUADINITIUATUAAAINLATLUITOLAZANTINIAS
TayAINTlUBUIAR,

QQI dll a v yva 1 v = v 1'% I's

o MSFRUNRIAT LA ITTNsULNTUANLEUAZNNTITEUTTZ ALIDIANS.

o MeUIREUSZLLNTLEMITAMMBLUNULATNITENEBN L TEINDITAYIN BIANT
AAIAYL gNAT VITAALANHU UDINANITANTILNTS.

e N1933UNNT NS ANEILAZEINALTY LA Tsunsu/usumnuimungirluauan
nafluiusUnsfuumIImMenasnng o Lﬁ‘ﬂﬂhﬁlﬁﬂﬁﬁui‘v’llﬁ‘vZﬁqﬂﬁ’]ﬂ‘iﬁﬁﬂ'ﬂ’miuﬂtﬁﬂﬂ:
= (%3 =1 i |d| ) (%3 1 o [~$
wieane waznisdnldsunsurneusumalulagnuidAnynennudisalusuanieyaains
UAZAIANS.

nMgANANTTRlaNINLIAdaLTUAUNARYBIRIANT (Projecting your Future Environment).
nsanansalan i adaudunnsulsiuLay mnusaiielusun amfudufidanudn Aoy
Iniuises 9 lun9ununagng Fesudernuannsalunismanisaiianissiiiuns
TuaunAngeseIAng wazKansaiunislusuiAnuedaud. nsaIAnIsalfienaI el
BIANTATIINLLAZANYUassAlUNTUNTY sn"mamnaﬂumﬁmm?ﬁugﬂaﬁﬂﬁu | WAzl
szylan1anie ¢ a9Ansa1dligluuunne 9 vesuuudtass an1unisaldnaed visemaila
wazAEnsRasnay q lunsmapziuanminadeudiunisualsiunazanusauile il
%uag'ﬁusummLLa:ﬂi:mmmmﬁm aussnusnanlnluaesdnsfienadiaanisluaunnm svay
pnLANFURIRann ANLIInEeenswanunas uaziudsueanisudedy aafu 9mn
AUNU VTRERTIUIANTTL).

TQA Criteria for:Performance-:

Excellence Frarmework 2020-2021

89

s
c
=
)
c
=
®
®
c
&




nMgAIANITRILa N9 ITELIEUNANITALTLNNTUDIRIANS (Projecting and comparing
your performance). N13AMNITlkazNsiFaeLluidell yadfulyaanuanuisaues
aaAnslun1svinA LN lauasAnnutiaTan e UNANITANTUNTLALATUN TINAT6,
NamimLuuma‘mmmmim%mf«mumnmﬂaﬂuuﬂawLﬂumamﬂma‘mmu"l,uﬁa?ﬂ‘ﬂm
mmmmmm"lm MUl imaluladivg uinnssudLLERTouT videunudTuIAdou
Vmﬂaqwaau ‘) FegnafiendaeiussFuA AT U s st Tuna L i LadaatnesauAnL,
N9YUIUNITAARIUAINGND ﬁﬂﬁmﬁmﬁmmw%ammﬁﬂumiﬁﬂﬁmﬁmmmﬁﬁuﬂ@q

ql = = (%3 I I = L = = = (%3

waznisidasuutasfsaunauiuuesnuavisassAnsing LA wazinauiuitinuie
Ltz asA N INI8aE19E9U99ANT LIS ZNALNITRANTUN. NTLUIUNITARAIULL
\HuesasiiolunsitiadendrAydminesing iNaiTusu 1593n viseeAlATanIs uaziians
. - de e 4 .
AtunIgnaflunansidasullasadAns.

anm
(Customers) (Nuon 3)

L v dl v ad dl 'g v v (v s v 4' o [~$
N lunngnAn auieafitasnisiiesAnsldadaanuynituiugnAtiveanudisa
Tunanalugzezend muﬁﬁ%ﬂwﬁmﬁﬂié’uﬁqqﬂ%ﬁ AaLALAY [AANLANLAIATILAZITANIN
ANUAIANTIVBNGNAT WazaduANUALRUSTLIgNAY,

d‘y I A4 A4 o e v (=1 [ %4 8 A dl o o/ LL v
wuntlyaiulianuyniuiugnAndunadniviliidrAyrenagnslaasiuluiiunis
a v ° a N a o TV < I R v
Fruduazuanisantdunisiduda. nadngsiuanuianalavazluianelazesgnd
TWensaunandrdndunasinsumsvianudnlagniuazmann. luvane « neal @envasgnin
IansaumANANUNLe TNYULBITBIgNAT WORNITULBNGNAT WATNOANTTUUDINATN
mendanaraanudialuiagiiuuazlueinantasesinslunans.

3.1 1dgouaugnA (Voice of the Customer)
LA

-1 < PN ¢ Y o o a =<
W')ﬂ]@umqj\lﬂ\jﬂ?ZUQUﬂf]?Vlﬂ\Tﬂﬂ?el,s]ﬂuﬂqﬁ‘ﬁ"]_lﬂ’\‘iﬁﬂﬂq ﬂ?ZLNUﬂQWNW\TWﬂeL@LLaﬁﬂrNN

lﬁﬁqwalfvmaq@uﬂﬁﬂ N1IFIMMUANG ULAZAIULBINAN. LA NI LDINT ZLIUNITAINUA
LLﬂ:ﬂ%’ULLﬁiqmﬁmﬁmeﬁLﬁamuaumqﬂﬁma:mmm. Tmﬂﬁﬂgmg]'wmmﬁmm:mmiaumﬁ

aa

| dl o 4 N I [ Vv [
'1/111@mﬂ”lLW’r]‘V]’ﬂ,MLﬂu@ﬂ’lqﬂ’lﬁuﬂﬁﬂﬂ’ld‘ﬂ‘ﬂ\iﬁﬂ mua:ﬂauﬂ@qmimmm.
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AAFINA

s Vv . . a L % = v é’ | o
n193uRgNAN (Customer Listening). NsidannagnglunssuiiadesunsgnAnauag iy
[ %3 a QI o a (2 % = v QI &/ dl
ffadennegefiandiAyuededAns. nefuidetasgnaiisliuuivainaisauises o).
sluuudinld lAun nisaauniugnAINguMeLNaidAty (focus group) N1TYIUINITRENY
InddndugnAnfidndty nedunisaiandnlushnuazinadilusuwanifeafiunisindulate
< o a o/ o ¢ v < v dl [ %2 Le a < v
visadnaulagnduiusresgnan anuiinlessgnAuudedinuasulatl n1sliAszinigle
= d v I % I | 2 4' QIQ a (% (4‘ v = o
visaidegnAlag LT LINE LT AWINUAZRNANSRUNTLANAUNNAE AT WazANTALUINA
dl Vv o N v Y > v
nlannisdrsravradayailaunauaingnan.

ansaumanauisnin lldsiunisaa la (Actionable Information). PaatlltulgnIg

|
=

« v v 4‘ o Y o a 1 v o v | v
nasAnslaansawmangnAiausat lfldsutiunsnala. asaumaszinldldnals
\easAnsanusnthansaumatlUleulaviundndumuaznszuIunsnegsianddny saur
lisziiupnudniussenandunuiusalaiarinuadilsrasdlunisdiudgeiianie

R1zaazananauAudAylunsilaeuLda.

n1sfuile n1sFeul waznagndgefia (Listening/Learning and Business Strategy).
luannuinaaufimalulad nnsuaedu iAswgna uardeay Inslasuutladetnesiniso

filadevanesznsinnedananaANUAIANILALANUANATBNGNAT TIUTNsLfALRUS

[ % v [ :: L2 KX a o | dl v %3 = v I 1 4' (%3
ﬂllﬁﬂﬂ’ﬂ,umﬁ"]ﬂ. AU ’i’]\iﬂﬂﬁ“ﬂﬂllﬂQWNQWLﬂHWQZWEQ?UWQLLﬁZL?ﬂugﬂﬁlqﬂmﬂLu@\T. ﬂqﬁ“ﬁ_lﬁﬂ

a % I a a Aa o Vv dl | va (% < a
LLﬁZLiﬂug@ﬁl’]ﬂﬂﬂ?:ﬂmﬁmﬁ@’]Lﬂumﬂ\‘lL‘]]ﬂlliﬁl\'mﬂ'NsLﬂﬂ‘]]ﬂﬂUﬂﬁﬁl‘WﬁWWQﬁ;?ﬂ‘Viﬂﬂﬁﬁuﬂlﬂﬂ
A9ANT.

d . . , , v oy e o . d .
Aadspunaulail (Social Media). Qﬂmwu“[ﬂ%mammmaulaw.wamemmﬂ?:m%

a

AANANTUMLAZNTATLALLANATUBIBIANTUNNTLEEY 9. gnAIB1A lRatsaunALiannnas

Ufduiusludsnuias ﬁﬂ?LﬂuQﬁ’W Lﬁumﬂmiﬁathuﬂj'mmqﬁqﬂﬁﬁL‘]‘“—Jur%'?rl,?m. aunanil

LﬂuLméqma‘ﬂuLmﬁﬁﬂmmﬁiamﬁﬂ? %]aﬁmLﬁuL“quauaWLﬂuLméﬁauaﬁﬁﬂmﬂ'wﬁm%‘uma
‘L]?U‘]JN NM98519UIRN99Y wazn1sui tatlyninisusnIg service recovery) 1ABENIVIUNINT,
Fatiu aqmm“fwmmmmLﬂummmwmmmumaﬂuaameummﬁlﬁa TazRANIY
ANFAUNAAINGT. aammu@auiauLﬂumqaﬁﬂﬂ??uﬁqQﬂmLLamﬁmia@m? NNFLHELNT
Uszanduiug uaznisainnnugniiu. nnalidednunaulatiatneditlszAvianaldnaneniy
ﬂ@é’mﬁﬁﬂﬁmiumia%qmmgﬂﬁuﬁugﬂﬁﬂ wazn9ldatnsluddss@ansuanaiflumuansu
Wildyniu an visetiauitateAuduiug,
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mm’élﬁmﬁuanﬁql,ta"mmm (Customer and Market Knowledge). mm%’ﬁlmﬁ’uaﬂ%ﬁ
ﬂauaﬂm drwnann gnanlusdn wazgnAiluauiam mm‘lwmmmmmmmmu@wammwm
Fmunzan auuauu‘mmmﬂmwﬂaﬂmﬁmammmwmm Ay Wﬁumamuﬁﬁmmmuaﬂm
1N Waungsialvd o Waunnmdnealueinsdusitasasins Lazua=yin Tl
avAngazlszauanudnsalussazenn.

3.2 pWWNWUUaLaNAI (Customer Engagement)
AU

o Y d‘y =3 v '3 '3 ¢ o v ) v v v

vdatinuianszuunisadennuduiusiugnAninlignAanunsaAumansaume
uazFunsatiuayy wazdanisdedaaen. uananil ﬁﬁaﬁﬁqmuﬁqwﬁﬂiﬂ,ﬁumfnmﬁqwa’lﬂ
ua mmiquwﬂwmaﬂm Uz aﬁmﬂﬂmamLaﬂwmaﬂmmmmﬂammmm Aqvani

ll"\)ﬂiN‘WiJ’]EILWﬂﬂ?’N’J@JUﬁ?‘iJJ‘WlJQLuuﬂﬂ mmnmmuua ENTLAL ﬁ')’]llﬂﬂﬂ“]]’rNﬁﬂﬂ’]
Y o
UDAINA

nsadeanugniuilunislfiiinisiinasng Engagement as a Strategic Action),
AugniusgnAdunssutunsluanagng Tm&ﬁﬂmm&Lﬁ'aa%qmmﬁﬂﬁmmgﬂ%ﬂ
quuﬁw:ﬁuﬁ'qﬂ%Wﬂﬁmiaﬂuagumiﬁu%wLLazmamﬁmﬁﬁaéNLﬁmﬁ NNF9ZATNANUNNA
luszdudanan yaanslussdnsdesiTansssiisutiugnin Tmaaéuuﬁugmmmmmﬁﬂ@
athadeauiluGasgsia nagnd uazngAnssuuazauliaumesgnén,

NAEMEMUANUAINUETLIGNAN (Customer Relationship Strategies). NALNEAMUANUALAUE
1 s E% v Qs v s :: s Qs v O’QI s v )
wnaznagngandlflinadugnAiuneess Ml nagnganuduiusnesansldeadniu
ApLANANNTUaE TR ud T LLAaLgNAT NQUANAT uaTAIUAaIA. UaNIINT B1AABY
uanenflaenediniaulues TngnAuAazIRaN. NMIasNANUELTLETLgNAY A1ATILN
v 1 = I [~ <~ [~ % a % v
nsadanusuiisesnuduntnisvisanisiuiiusdnsiugnan.

N19LFN19ATIAUAN (Brand management). NTLIEMNTATIAUATIRG LTz a9ANEN1T1
FuvindnsiuTuaeIAnsunann. NsLsmsnsduAesniilszansuatildgnisansz Ay
mﬁuimm%uﬁm@:mmﬁﬂammgﬂﬁm ma?u?mimm%u%ﬁﬁﬁ)‘mg:qwmﬂel,umia%qmmQﬂﬁu

L 4 Adl v I 4 | 12 | | % o
NNBITUILDNGN ALNARTIANULANANN LN DY ﬂﬂ"a‘"@”lﬂ@LL‘]NLLﬁﬁﬂ?’N AIUNNEA.

miaﬁfuauuanﬁq (Customer support). ihilszasArasnisativayugnan Ae n1svinli

v

V"I’Wllﬂ’)”lllﬁ mnm V]’Wﬁ‘iﬂ"vﬂ‘]_l‘ﬂ\‘]ﬁﬂiLLﬁ mmmmmmmauaummmmmmmwm

e

an
U

anmn.
U
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m?ﬂﬁztﬁummﬁqwa%LLazlﬁﬁawalwmgnﬁ'] (Determining customer satisfaction
. . . a = [P=1 Vv s vaa
and dissatisfaction). lunisisziliuanuinalauarluianelavesgnin aeAnsa1aldisnig
L Coe X Y YA e
uetgavisannageinellil nsdisa deyadeunduisiiduntanisuarluiduniemis
UsrTRnnsvingsiafiugnAn defedieu seauainniaauny nMsinszinislnviseidagnin
Fnsn1suuz1INgnANAL WazEnsIANLENTALBINITINGINITU. BIANTEIATILIIL
] [~$ e a 1 = 1 QI = = ¢
ansaumatudvlad nsAnrelaenswiTauyAnaiaty venislusuald,

N194AN"99a383EEYU (Complaint Management). N1933LIS3 ATIEN UAZAUVINALLNG)
v v = ° ] o o/ | v v = Vv 1 IS a A o |
ravdafaaseunstllgnisindnanmvame q vasdedaasuliesisz@nsnauaziinllg
NIARANALANUEANALUBINNTUTLLIFINTTLIUNNTUAZNANTIT. BIANTABNNNENBAANTAUNA

2
(%

dl o a Y o & dyl aQ oA q|/ o 1 I a Aa
‘]Jﬂ\mmﬂﬂ’?Luuﬂ'ﬁﬂﬂﬂqL?QUQﬂWTﬂ{]UMW’JVN@\Tﬂﬂ'iﬂﬁl’]\‘lll']_]‘i‘ZﬂVlﬁNﬁ.

anuenalavasgnAtsiaguals (Customers’ Satisfaction with Competitors). W3
Ao o | =< a = P v a
PdnAnyuiyunililunsdsziiuanuienelauazanuluianelasesgndn Aenisifsauiiey
mquwa%mmaﬂmmmammﬂ@ﬂuwumamLm mamﬂmmmﬂummmmﬂumqLaaﬂau
AL/ VR 0aIANS TN AR T R AE 1A RITL. ANTaUNAMENTE1T lEU191NN"TIATIZN
nslavisaldagnan nsAnEEaRauiauivinlagasdnsewielpavtisudass, tade
de v o 2 e e g . v o e e e
niluansnnuvevtesgnAndudinianudAyetgdunsitanudaladuiiadanig ¢
NUANAUAANA LATAIRLNANTENUAAAINLAILITD I UNT LA ULA Y ANUENISAUDI9ANT
Tugzezenn,

N1S3A N1SIIAST:A 1A:N1SYANISAIIUS
(Measurement, Analysis, and Knowledge Management)
(NUoN 4)

vuan 4 nadlu “aues” ﬁLﬂuﬂuéﬂmﬂumiﬁﬂﬁtﬁmmmaammé’miﬂiuummmﬁmﬁu
mmmaﬂgumm?ﬂmmﬂﬁ‘ AATINALNEYBIBNANT UAY Lfluwmmwaﬂmml,ﬂmsmiumu
aNTAUMANA AL AMUATIAEATUNSTA N1TAsIET uaznnsUiuLgananisanitiung mmm
N9AANNTANNGTBNRIANTBE TS AViBHA LwamaﬂmuTMLﬂmﬂﬂiﬂ?uﬂﬁ;q UIANgTL uasiiy
ANUANLNTD MUINNTUINTUURIRIANS. ﬁﬂﬂﬁwﬁmmmmﬂ?ﬁamLLﬂvmiaumﬁﬁmémaﬂ'ﬁﬂmmw
wazanunsauldnusasdaya. UDNNT ANTaUINA NTILATIZN LAz mi@mmmfmm
m@Lﬂw,mamuammmu”tummﬂmnmmmimL‘].I?“ﬂummeuua”ﬂfmwmammw ot
mnmuﬁmmaum’qumfiwmmﬂLﬂmaqmﬁiuwmmﬂmamﬂ.
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4.1 Ms3A N1SIIASTA tazn1sUSuUsLWanNIsALiUNISyavavAns (Measure-
ment, Analysis, and Improvement of Organizational Performance)

[DMDIUD

o Y dy <RX—aq dl « Y = Y v o %3 (93

M’J‘H@uﬂﬂmmﬂ’)ﬁﬂ’]i‘ﬂ@dﬂﬂﬁ‘i‘]]sl,uﬂ’ﬁLaﬂﬂLLazeL‘H‘]J@HﬁLLﬂ:ﬂ’]ﬁ‘ﬁumﬂﬁﬂWiUﬂ’]‘i’mwﬂ
MEATIUNNG NFIATIZT LAZNITNLINIU LﬁaaﬁuaqummwLLNuLLa:maﬁﬂ%’uﬂ@qm?ﬁﬁLﬁumi
URIDIANS. ﬁqﬁ'ﬂaﬁﬂuquéﬂmwaqmamummLLﬁ:’%Lm’wzﬁéﬁmﬂaLLa:m?ﬁumﬂ‘Lumﬁmma
mwﬁ”nﬁumma:a:uumﬁmmaﬁﬁmmimﬂmi Imﬂmﬁﬂ%]m%laLLazmﬁauLVIﬁﬁﬂumiﬁu
WazAUAY . f«;mﬂizmﬁmmmﬁmmammmﬁum? NN9AATIZI NNFNLNIU uazneLiuigs
iWaTn1sdnnsnszuunIsTatasAns ILssauadnivaasAnsuazingUsrasAlanagns
dl o (%3 = :: ﬂl s I dl dl [~$ = I v a =
NdnAty anvainamIanInilazAaLauasnangilauLlaavEa lulaniafn visanis

dl < :: dl aal a oAQII [~ a 2 dl ° I

wWaguwlainaeuanasang sauviaeszyisdgianiuaaAresasananuinunuueiy,

AAFILNA

AuaanndadilluluImMmIuAEIfuLAZN1TYININITITLLNITAANITHANTANLTILNNT
(Aligning and Integrating your Performance Management System). Anuannnandlllu
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NTAUATITVATAUNA (nformation analytics). @viFLN1sUsULaNsUHIRNY N1sAsIZi
TayallanfauiieuiansinfidAy 2 15 Ty Kannm anuasalunisviials ROI
pruianelazesgnAn uazANdAYTELRLS) flnazieane. TA7 31U 1avse
n1sutedIn aru munguana enagniiudnldlunagng nisTiasiziansaumeduas

L% aad‘ aad‘ %3 Qll v Gl R
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% a o~ . vy

s lfansaumAdazaUeU The case for comparative data). mﬂﬂmmﬂaua:
ansaumadaFaunsuludsd Aynennasdns. wnnavdnlunislideyauazatsauna
WafFaumey Uaeil

s o [~ v % [ %4 tﬂl I % | I aa del(z; a

o avAnsandudnsdszAuvssnuelaFauieuiuguUuazATUR RN T uEA.
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(fransformational change).
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ANUUNITUNL,
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NTNUNIUNANITANTIUNNG (Reviewing Performance). ﬂﬂiﬂﬂ%ﬁu?:ﬁumﬁﬂﬂuﬁﬁﬂﬁ
ﬁf«gmﬂizmﬁiﬁmgmqmmamioﬁmﬁumﬂunﬂﬁm ﬁy’qwamwhLﬁumﬂuﬁfnﬁ’uua:marmmm‘mi
ranssidiunsluetnan Tnsaainnanisnumuesfuumeiidesold faieainldn
ma‘ﬂ%”uﬂa;mazTama’Lumm%’wu%nmuﬁL%awiﬂqﬁu’imqﬂamqﬁﬁﬁﬂﬁm AUTTOUZVAN
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Saanusnfludmsunisulasun aseshananlenlulpaseainauayssunausnsasdng. Fati
ﬂdﬁﬂ?‘”ﬂﬂuﬁl?ﬁﬁmm@\iﬂ’]i‘m_lﬂ?u?“’ﬁ‘]_lﬂdﬁﬂ‘iﬂ?”ﬂf]’iﬁﬁd AANTUUAINANITNUNIU
1ﬂLﬂumiﬂgummﬁmﬂmﬂmmam?ﬂgummmmmm sautNnnenendnsU TR e
upL Wusling gANUTINTETIINTAL WaTgnNATIdTALY.

nslitayauazansaumnadiazaningy (Use of comparative data in reviews). N34
TayauazarsaumadalFauisuegiilszdnsuarinlvissAnsanunsadmuaidilsrasd
Fiame LLa:ﬂ'qLa?mmiﬂ?uﬂa;qLLuuﬁ”nﬂ@:Tmmiu@;mﬁﬁﬁﬁm@ﬂ'wéqﬁiaﬂaﬂqmﬁ(ﬁmuﬂ]ﬁu‘um
DIANT.

NN9IATITINANITANTIUNNG (Andlyzing Performance). N19LATIZITIANANTALTUNNG
d‘l v v ° a a A Q‘I ° [~ 1 (% ] 4‘2/ I o
walidlananisantunisuaznisdinnisndniuataunnnieiuesnewin Aue iy
Uszion auia annuandausunIsuaNduaednsAng uazifaduau . feteaednis
Az Taun

o MIMANUALRUETTNIINIUFULNIALN LB LARTUTVITNEASUT LML LATTR
féAyAugnAY 1y AnuitanelatesgnAl ANuinATegNA1 LazduLLNAANA.

o HARBLUNUAIMNNITAMUIBIANUNANAENTHUNTLs TN IRnAI A aE9Ta LAY
Na9Ans lAALLLNNS.
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o ANUANAUTITNINNITITEUTTLAUYAAALAZNITITEUT T ALBIANTALYAANNY
AANTINIU.
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AUNTLUHTANNT wazAuyAaIns.
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o ANudniusssuuiumglfranisdngnaialng PLTAN NN HARIAZNNS
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o druntimanmiiuiunils.
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(Aligning Anoly5|s Performance Review, and Planning). TNEE N mauamammm 9
uﬂﬁoviuiﬂjwuammﬂi ansualunnganaIALANLEIAYURIRIANS. Fatu vhdatiaatiuin
paalANuannnaedlUluluImaRg iU InaTnsNINNNNTIATIZANTLUNTNLINIUNANIS
ANMTUNITURIBIANT LAZIZNINNITNUNIUNANITANTUNITURIBIANTALNITIN LN
1990903 Feazvinliulannsien s nenumuTuduTusAuNssnaLla tazasng
mfmﬁu%iﬁdmwﬁm%u%ﬁ?uaQuu‘ﬁugmmﬂﬁﬂJﬂaLLa:miaummﬁLﬁm?ﬁm. uenanil
mamwﬁ%ﬁumﬂuaﬁmmmﬁﬂﬁﬂa:ﬂauﬁ’muuﬁgquLﬁmﬁ’umﬂﬂgﬂuwaqmﬂu
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v aeadd 4o . . S
Wnlansdjianineuiiasiuraaunpuasia (Understanding Causality). N13UfiANNg
wagiuanudnlalunnuifen e iureu AL NATIINNIZLIUNTAN  UAZTININ
NITUAUNSALNAANS. N9 ITANNTUATNASHEVDINTTUIUNITDNFAILATINTNENNTANY ©)
Y < =3 o 3 | QI All v ddy a (alld a a 4‘ e
ATy 9AnsasTiiuseseaiasRelnuguNsIAszinitsransuaiedsslanilunis

a

o [ 4‘ Ve v [ [ N o a
pnaula L‘Wi"]ZV]?WEI’]ﬂﬁ‘VlGLS]JGLuﬂ’W?ﬁ?’NU'JMﬂ'ﬂ"ﬂ‘llLLﬁZﬂ’]ﬁ‘ﬂﬁ‘Uﬂﬁq‘ﬂﬂJ@'ﬁﬂﬁ.

4.2 MsYANISASAUINA 1A:N1SVANISAIUS (Information and Knowledge
Management)

LAAATUN

o Y d‘y <KX ada dl s Y v Qs a Qs s v o ﬁlql/

virdatinudaisnisiesAnsldluntsaivuazdnnisdunindnieanug uasvinlvidula
ﬁq@mmwua:mmw%aﬂ%imumaﬁmdaLLa:m@ﬂumm Imﬂﬁ'Lﬂ'mmﬂLﬂaﬂé”uﬂgqﬂi:aw%mw
s @anaua u,a:Lﬂaﬂizr}ju’LﬁLﬁmu"fmma‘mmmﬁm.

Y o
UDAINA

N13AANITATAUNA (Informo’rlon Management). lunngdnnisansauna aeAngsa iy
ROV UNTNEINTDENIATIF Luaqmﬂl,mawamaua AN ALY AN LA NG,
mﬂﬁu‘[maﬂ'wﬂ'aL’f‘immmmﬂmmiaumﬁ’Lumiﬂgummammmmmmmﬂ%{u T Eudnunia
UB4LATAVNEAINUTUDIDIANT inuunazAedanuaaylail ?Qu%\iﬂ’]i‘?ﬁlﬂﬁﬂ?i‘:ﬁ'ﬂ’]@?ﬁ@
fiugsfia aeAnsALasAns wazgsnafugLsing SuBasiinmeanuaunsnunsednslunng
vl zuusananianuinieta LLazw%ﬁL%musLugﬂLLuuﬁesz?mu&m. ANUATLIITUNNg
HEuLAzIAMUALTUST I TayarmeLszinn iU Ante daany uazdia azadelania
WinsAnstanulamFauiaauaediu,

Anunsauliulasdiayauazasauna (Data and Information Availability). dinya
LLa:miaummﬂuaqﬁﬁﬁm&mﬂ'waqrfial,m?m'”mqiﬁw?‘amﬁm WUSLAT u,azvhqwaqﬂmu.

P . R =R Vo v X o X o
avAnsAreAntlaenslidayauazatsaunaluniull uazasnszuiniaanusniulunis
aLUNuANUYNABITaLiayant1esIAd) nsdsriuanuaenalivesdeys uazAdy
Uaande duillasunandnisiiuanuiuazauialunisaialoudayanisaidnnsaiind

WLLINTURENNARLTEEY FIUTIAMUTIMMEERINsTnIAnUtaansauulan boues.
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N199AN1AMUS (Knowledge Management). N199ANITAIMUIVRIDIANTABILLTIL
fiAnuinyaanssadllunistfimau iwenisdfulgensruiunis nansium uazusnis
warlduinnssuiiaiiuauAiulALNgNAATEIANT. TTULNITIANITAIUIIBIBIANT

IS | Vv 12 4' o 9/0'/ | %3 ° dl L4
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° a dld I | dl Ve | dld > ql s o | E% o >3
neAiiunisinetwmaiiioudlumendnisdiudeu. asAnsastimuninanugladAny
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N19iFEUFTZAAIANT (Organizational Learning). Tuilaqiiu avAnsfauNdyiulsinu
Fasmedans mesld metlsadu LLazm'iLLﬂqﬂumqmfémaqmﬁmmﬂﬁuﬁaﬂ 0. BN
Indszlamlandunindgnisanuivasyaaing gnaAn gasuey gausiuile uaziusiing
%qéauﬁ’uﬁj’uLm?alausl,ﬁl,ﬁmmiﬁaui?:ﬁuaqﬁﬁa‘ LATN1TATINUIANGIL.

unaINs
(Workforce) (nluomn 5)

I
aQovada o o Vv

vIANNTYLiuyAaIng ﬂﬁ'ﬂﬁﬁ%‘ﬂgummmmmmuqmmm 1By vadeuazinm
el,ﬁmﬁﬂ’iﬁamwLL'Jmé’@mﬁﬁmamﬁﬁimﬁumiﬁag}mm LLa:ﬁﬂﬁqmmmﬁmmp&ﬂﬁuﬁumﬁﬂi

I a oA | Y = :: 4‘ o v s £ o 1 dl
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naENg (MuIn 2) fae.
5.1 @nwwuondsuvevynains (Workforce Environment)
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AAFINA

AnANUAIUTIUATENTITNSIURILARING (Workforce Capability and Capacity). H84Ang
LN N AL LLLARED T AN LAY AITNEY FaEnN IR LUALTR T
Mmm:amﬁ'm}mLﬂmmimmmauqmmﬂiﬁ'ﬁﬁﬂm m?a&?qauuagmfimumuﬁﬂmuﬁaﬂ
LwiﬁﬂmqmiﬁmmmmmLqummMWL‘ﬂuﬁwué’mmﬁ’wé’qﬁm?mi:mumaﬁL%’Tmm'iﬁﬂm
HoeviaaiinE AUAN AT LLAFDINIT ALTIUILLANT BN YNl Fd5e. neildnuauay
ﬁmm:auLLa:ﬁﬂmﬁImm:auLﬂuﬁqeﬁﬁmﬁiammémﬁw. maueslidamiinfioananiee]
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mMeapneNIgiLlasuLlag (Change management). Meannienisillasuiasiiungzinunng
dl dl v o QAI a o s dJ Y o [~ v o yql/ =l
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5.2 pAoWwnWuyavynains (Workforce Engagement)
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ﬂ@%’ﬂﬁfmﬂ?{aumm;ﬂﬂﬁ’ummqﬂmm (Drivers of Workforce Engagement). T9UZIIN
AMunanalafuAmaLLNY LLazmaﬁummammu%L‘ﬂuﬁlqﬁﬁﬁty uiaastadaiilaifeame
ﬁ@:ﬁﬂﬁﬂl’ﬂfﬁmmmﬁi%ﬁmmQﬂﬁuua:mamiﬁ%ﬁumiﬁﬁ. Fatnsrastiaseauiag
UNUINANTUN L maruﬁ“[mﬂngmLLa:ﬁ’ﬁamﬂﬁmaqqmmmaﬂ'wﬁﬂizﬁm'ﬁma lan1ad vy
miﬁmmLLazrfmuﬁnmﬁﬂum%wmmmmammafmi annwanasulun1gyinauLaznig
aﬁumummﬂfmiﬁmi Anuaenstazns iUt UTivineu B nanuisuRnay
nnsRpansRiiszansua Anusueuaznavinewiuiy szauuesnnslATuLaUsIua
AnutfuAdluy muﬁ@mmLéﬁﬂfvﬁﬂ%ﬁqmmwﬁuﬁ'umﬂrthﬁ’ummmjuqmmﬂiﬁwmﬂwmﬂ
maamum?aﬁuagummmﬁﬂﬂumﬂﬁﬁmagﬂﬁﬁ.

tladaiunauANuyniL Factors Inhibiting Engagement). Uszifuddnyitasansadsli
mmiﬂ%whLﬁmﬁuL?aqmmaﬂﬁu‘umqmmm Aan1svinAnuanlatuiladanTunau
ANy 1oun JadeilnainnisdnsianinuAninIeIyAaINg NNsaaLNIUNgUAIBENS
nsdngIaAUARILAINLADN visantsdunsaiyAainsiianaanaz e lviesAnsidilaiiade

1 dy deI 4’
wiatlpmeeau.

ATAALILNULAZNNTENE A SAULTE] (Compensation and Recognition). FLULNNTLINNG
ANAMALLNULAZNNTENAITLLAEIAITIALNZAUTLT T UL UIAIRIANS. Ngensindaiuee anaiflu
o a | & o a (=1 | & 3 | = [~1 I dl vV a
mtuwazliiuimtdu Tunwnsuazlifhimens aeasiatiumeyaravisadiungu. ieliin
sz AnNBan sl iAm A LIUNLLAZ NSENENULLE 195 IUDINTIaUFUvitkualuTaRTauTes
funansUfiFny Mnsziuandiiinueaains insendniiu niedfumlidiiusyuuenu
warTausssulvl 92ufafaqeay . LUINNNITUTNITANRDUUNULATNITENE DIALLE)
g1asaufanisuueiunanials nalnlunisuansninu “seunn” agnedne o n1slAseTa
uwniuauvisebienuiinanisatiunisnigen wazdaulesiufminanugniuragn Al
nsussaingUsrasAlianagnsuntasAns visedngsrashaundrAnyaasesnns.

é‘fﬁﬁmﬁuﬁﬂumman“v’ummqﬂmna (Other Indicators of Workforce Engagement).

N o o [ Vv o | S| ol | &
uﬂﬂmuﬂmﬂmammmaﬂwumamﬂmﬂ‘ﬁmﬂmqmam?mm@ﬂwLﬂum\amimaiuLﬂu

Vv I
v AN o Ao

NNNNTUAY F9UMATnaY 9 U N19AIANL NTA1BEN ﬂ"lﬁgﬂﬂ‘lqﬂﬂj LLﬁzﬂ’]?ﬂﬂ‘Wﬁlﬁ\‘i’]u.

neRIEaNTsU IR Performance development) aeAnslutfaqtiusnsnisntinuy

NUANUALITONAEAU LAZAIUITOENTLALNNEHENNTYINIUARIAULRY LA atNImaLTiay,

mﬁm‘ﬁ'ﬁﬂa‘z%w%mwgqmauauaqmmﬁaqmiﬁimﬂmimauaummmmmm’mﬁlﬂﬁu
maqwﬁfﬂQﬁuiuﬁquﬂﬁﬁL?ﬂuiu,azn%ﬁwmﬁ'Lﬁlmﬁimﬁuaﬁwmmm. Tun19WmuInanig
UiRnu wiinenuazuarmnisiauinaiuyaravasnuuaznsiiulinluasanslagdunig
L?ﬂuiﬁy’qmm‘l,uua:mﬂuaﬂ. mﬂ?ﬂuiﬁlﬁ'm%ﬂmﬁ’umiuawmmm Tanna uaznisiFeus
dauyanaiitelissqivssiudeliueseadnsuasanisfimaudnyaas.
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AnuInuluniswanuanisUiReU (Performance development needs.) AUl
TunsiauransUfimnuanatiauLan ML %u@%'ﬁué’ﬂum:ﬁu@mu ANUFLNATDL
PBILARING WAZTZALNTHAIUIVBNDIANTUAZLARZLARA, AuFaINNeT 819ATELAGUDN
ma?l,ﬁluﬁﬂmﬁlummﬂﬂumm% nsdeans nsvinauhuiiy waznguntiyuluniammaan
waznslddaya nsvinlimilenanAnufieanisresgnAn NIIATIEINSZLIUNNTUAZAAAI
FUFDUVBINTZLIUNE N1TANAMUGYLALLAZIBLLIAT N9YiNUALaIAAlATLAZNITATNS
useqelalienanadng muﬁqmﬁma”qﬁ"umma"qﬁtymummaammﬁmﬁmaqwém%
nstiesnzidunuiisududszlent. anudndulunisfnsietasiufeiness: fugs
TumplulegvbRernezugu W nsenu nadieu nen Adnrnans uasineuABLTIAES

amu'ﬁ' Ll,a:gﬂ u,uuma‘ﬁ'fﬂuél.l,a:ﬂ’mu'] (Leaming and Development Locations and formats).
Tanmalunisiseusuasiam o lEaneluidanauanesdng uazanavilasnisasty
lurnizd§ifnu medauludiesdau nmedaududediSnnselin E-leaming) vidansden
nn4lna (distance leaming) saufanns Mg Uiz IHRANNs WAL Nsaeuy vde
nsuuiiiEen,

AudnTiuluntsFausuaziandiuana (ndividual Leaming and Development Needs).
Lﬁaﬂhﬂ"tﬁqmmmmzmﬁﬂﬁqﬁﬂﬂquqqmmmum VANEBIANTIAYITUNUN AL ARINT
mauwfazqmmaﬁ%’mﬁ%"mﬁu wiazau lnaiansunssuiuinglszasivadunazynna
ANURNTNNNTITULAZNNTFTEUS,

< QIQ [} s v - K27 o YV ‘Q‘y v v

N5HNaLTNLYARINTNRAADALIGNA (Customer Contact Training). wiinvdaillilaniu
\JunirsfeaiunistnansuyaansianseiugnAn urnistneusufenanaiaudAy

aQ oA o q.I/ dJ | | =) Qs QIQI o a/ dl a [ % L2 v
waztfiAnulneall manlvaiaseunquiswinezuazanudnddyluEam@niunuazgnm
ax o v aa [% v a aa X v ax o
IEn193uilegnAn AEnnsud ladyviuazdeiianaianiintuanizntn uazisn199ANIIUTe
NSABLIAUBIANUANANTITBIgN AL TS T ENENa.

ﬂ?z?m?iNammmﬂ?ﬂuiua:ﬁmm (Leaming and Development Effectiveness). A21M
ﬁiﬁ'ﬂumﬁﬂmﬁuﬂixamﬁmaLLa:ﬂizamﬁmwmmﬁzuumﬁG‘ﬂuiuazmiﬁrﬁuummmﬂma:ﬁﬁﬁ
2719 FANEANTENLABNANNIANLLNNITBIUAAZLARR YLENTU LAZBIANS SLTALANTENL
ﬁiawamm’mﬁumiﬁLﬁ'mﬁugﬂﬁﬂ warnsaAszvinu e uiunads il
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n1sunuiAnis
(Operations) (NIUON 6)

vuaANgUIRNITANLAEATIIENsTIaeANTUtiuN1sYINU . NM9aBNUULKARSNM
uazMIAIUBL NsaiauIanssy saufelsransuaveinisUfianisivennudnuialuiagiu
wazluaunan.

6.1 ns:uoun1sn1vU (Work Processes)
LAAATUY

MdatoNuDINTAANITNTZLILNTATUNAAN T NTZUIUNTVINUNEATY Uazn1g
% (%3 IS I QI v | v | v o v < o (=3
asauinnssy Tnedlqnianuneiveadwaualiungnan uasvilvissAnsussquadudauay
£9el,

o

k4
URRILNA

%J'ﬂﬁqwumlmm‘:mum?ﬁ'mu (Work Process Requirements). LLUININNITRANLUL
N22UIUNITVINNLAAIDIANTANA L AN ULAN AN L ?ju@g'ﬁuﬁﬂmm:mmm%mﬁmsﬁw?au?mi
| < a %% g a Q‘I ] Qlld = (%% ] Vv
Nifundnsiuiuazidnisiteanuuylvi ilanuvannvangvesgiuuy InsUFuummugni
= ‘QI ‘QI v (%3 o ‘QIQ ‘QI 11 = v
ViaLNENYINUNTZLAUNSYIN LR NNTasuntadlinnazunnuizatias, LUANINNIAANLLIL
AT TrUANANAYIeHARNUTLAZLENNS. ThRdenfastihunfiansanlunisesnuuy
ﬂi:mumiv‘hmuﬁmm@umquﬁqmmﬂaamﬁﬂ ALTTOUTURINANNUNIUTZEIZEN LANTENL
ADAIUINADY ANFLURUNANTUNUBIBIANT NITLUNTHEnTIIunTARAIUINARY (green
manufacturing) AAAMUAINNINTUNN9TA TAAINLATUITNURINTZLIUNIT ANLAIUNGD
Tunrsunliugsle mmmmminium?ﬂﬁgﬁﬂmlﬁ ANUNAINVATEUDIAINLATAAI

v QI o v Y N a (%3 ¢ A (%3 v N = v |
ravgnmivilvsedndnsunvsensativayuansguusliiaan Iamuanunsnlesgaaay
LaTN1TIAYINLANENS.

NN9RRNULLLNLILS Y AVB AR AL A LINALAZ AR WUAINT ZLLNNTEAR LAZANLALIAE]
TIDNAADIILATIZNTIEA LD AUAINTZLIUNITHAAYFALINIT LAZADNLLLYVITaL5TE

. ' - = b 2
NIZLIUNNTAINAN L (reengineering) Lﬁaﬁlﬁﬁﬂa:mﬁquwu SIUVADLIALAIARAINL
9 v &4

mmma‘umqﬂmmﬂaﬂuuﬂmiﬂ.
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nﬁf:‘i_l’mm?ﬁl,ﬁlmﬁuNamﬁmﬁﬁlﬁﬁﬁty (Key Product-Related and Business Processes).
N9YLIUNNTINUTIEN A U8999ANs $I0TenssLIuNsTIR e TURARSusiLazLng uas
ﬂizmumimqqiﬁfrvﬁhjLﬁlmﬁ’um?ﬂmﬁmsﬁ %néﬁﬂi:ﬁuqqﬂfawmﬁﬂﬁmméﬁﬁmﬁiammﬁﬁﬁw
Larnsiulnee09Rng. navuIunIsFanannieadaefuanssnus nanueinedng
TnosrasAinag i LazilaftisnnudEaiidndachdentacdng, NTZLIUNNENNGENA
Tdndenasuiannsdnmmalulad NIIANNTANTAUNAUATAIUG NNTATLTIULAZATOLIATEN
n

AMNT ﬂ’]‘i‘]]ﬂ’]ﬂ\lﬂ@jmﬂqﬂiﬁﬂ N199AN13IATINTG TIUTINNTZLIUNNTUIBUAZNITARA.

dmsiavAnsitiuarameanils n?:muwwzjiﬁ@ﬁﬁ”m”zym@mi/ﬁdm?mwu N194779
PR Meiidausan luntsuAnALLTELNEANE TS, TIANAINAN YNNI ZLALNAT
MANTIAMUYAINIATE S819% T BT IMLALAZHANIP AU TLNITYBIUARENT X 1IUNTT
TANUKANANALBENLIN,

NN9ANLLLINTZLAUNNTYINGIU (Work Process Design). naneadAnsanilufaeaniiens
ﬁ']@ﬁﬂmumém%’uﬁ;idqmu NUSLAT LLa:@lmmémﬁﬂuﬁumaummaﬂLmum:mum@ﬁfmu.
I dld a a v o KX K va | v | = :: I 1 ]
nNalALTIL mfiaaﬂLL‘uumuﬂﬁzamﬁmm:mmmuqmgjmmu“l.mmw,aﬂmwumsl,umqimmm
PNLIATINNTAANULLINGZLAUNTYINUane i ATINenEaLfiu visavnuand umng 1 mudIL
m’?a%équau ‘ﬂqﬂﬂ?tﬁ LAAINS UAZAIBUIEANUAZAINTILNLHARAUTVITANT 2L UNTDU 3
I's v v o o s YV o dJ | Aad dl v
a9ANTaNARas IiAMUdATLNNTUsza U IS wenng Sﬁqm@Lﬂmﬁmamuﬂuma‘ammunu

paviEuazaniiatlunITRanLAni T nlgnann.

Arinnelunszuaung (In-Process Measures). datinanatenisinnielunszuaunis
Tngannz. lunisinnieglunszuiuns esAnsmseinisinungaingAlunszuIunsiiain
4 Le dJ IQI o < dl | 4 dl I v |
wazdunanisnl mAsiswinlaeFingaluteu q sansziunsiieaniygmuazaliang
TP | < coa A oy a4 w
nananaruINNsideauulianuanisaiiunisimanisiilimaatiasig.

HANTANTLNITUBINTZLIUNG (Process Performance). NN9AZLI9TANANTTALLLNIS
N1A1An391I989NTZLIUNG DIANTABINMUATEAUVTALIRTEILUDILANITATUNTNNE Y
U~ o Aa = a £ [% =
nazuuns dusumlunisindula. vndanudaauuiialy 9ANIARITUIAINNG
4 aw . - v Y = o
un e lvinanigatiunigansnszuunaiflullmunlaseanuuulinu. nsunlanminzau
gnanadiansusunalulad yaans viseniaeases JustiUANBUTIEINTZLIUNNS.
umsnsuilnivinzay AsiiunsudinAume (oot cause) UavAMUITENIIL BN
psanlonaiadmsanisifaiymludneusipeiuluiau « veweans.
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sLumﬁﬁﬁmﬁﬂﬁﬁuﬁuéﬁugﬂﬁ"mmtﬁmﬁ'ﬂm AIANTAZADINATUIDIAUUANANUD S
anAMIEINANITANLUNITIBINTETLIUNS ALE A FaduAdrnifatunslisnimg
1 TNuarn1s LS9 IBIUR AT ARE, ﬂ"mé?‘uL’?flaﬁauLaawmﬂaﬁzmumiﬁ'ﬁﬂﬁm
TutneesAnsanaunuiiiihiennnnd TadeliinanumelunnsinanuinmiinTusesu
wazlunieeryleniaansaLiiaImuANLMANZALL.

NFZUIUNNTATILIAYL (Key Support Processes). N3TLIUMIY TN At aaaAns 99T
nestunsTiatuAuNsURN sz sz msdsaundndius whiin i lEsumseanuu
TusneaziBa AT AN UNARN U, Gﬁ'aﬁmummmzmummﬂuagumuﬂﬂﬁiﬂﬁuaqﬁu
ANANHUL UBINAASUNALNN Lmﬁuag}ﬁuﬁ’]@ﬁmummﬂ"lummmﬁﬂﬂﬂuﬁﬁﬁmw RNty
Uszaruuazysannisiudustnm Welkiuledniinnsdenlewardnanisdiunns
fiflsvanannuaztsansua, N9ZLNUNITATLAYLENAILDNNT ZLIUN T AUNTT U T T
ns¥AMsaIAs AL NULBNSRUNGVLNE NULENSRUNTNENNsYARS Nsdszanduiug
LAY INUANULETnTAY 9.

msﬂ%"uﬂa;qm‘zmums (Process Improvement). Mdativualrdansaumnnel iy
aal Y 41‘ o a dlddy ) a dldd? ay v =X
TEneLfutlsanszuaunisiveussqranisAiuns iRy, wanisatiunsinaudlavuneda

X Y. . - -
AunNTRALl U LBIUBIgNANYINTIL LRSI DNNANIT AT UNNTAIUNITRULA Y AIUNIT
a oA qldl&/ va | v | =] dl v 1 a :i l;’ 1

UfAn1sNnTuaINyuues e laulAd1udnduAde 1 u RN Y90 LUINNAN ¢
TunisdFudgenszuaunisiliiulneiialy $7104

o NF1AEANNITNLNIUNANIIANTUNTURIDIANS.
. o C e L ¥ . 4. 4 S .
o nutifunagminlsrauanudiFaniiesins ietuindaunisisauiuazuinngsy.
o  NNTIATITIINTTLAUNITUAZNITIVE (LU NIFIATIENNTZUAUNNG NITNABAILANANN
AMINZANNgATaINszLIuN1g NedasfiuAnuianain),
. mﬁ%ﬂua:ﬁmuﬂuﬁmmmﬁma:@iﬁ@.
. mﬂ%ﬁm?mﬁ@ﬂ%uﬂﬁ;q@mmw 1111 Lean, Six Sigma, ka2 Plan-Do-Check-Act (PDCA).
o NIELLAENANTIOUNUAIANTNITIUAA,
v = =
o NglmAlLlaENI9LADN.
o« nsldansaummngnALeINszLIUNITAN o NanngluuaznieuanedAng

LLU’JWW\TWW‘J“]J%J‘]_Iﬂ@dﬂ?:ﬂ?ﬂﬂ’]i@ﬁ@g]"ﬂ\‘isl,%}j‘qﬁm,lﬂﬁﬁWUH’W%‘QULﬁ@ﬂ%LQUWNLgﬂﬂLLﬁz’%\ﬁ’]ﬁU

ANUANATY. wuanenanaitlalanialidnia@anuinung $auN9N1990NKULINTZLAUNNG
70UT1TaNTTLIUNT UL (reengineering).
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<~ 1 QI | 1 1 I 1 4?/ =

\ATRUNEUNU (Supply network). ununaziuvlagumunuudsnaiduliliaznan
mﬁ(ﬂiﬁmﬁqmLﬂ?@ﬁﬂmqﬂmumﬁu Lﬁa;«o’mmaﬁaum%’wéﬁag}uaﬂﬁuaumemﬁmuuuﬁuam.
N1SNBIANTNLNIUANTTOUL AN UDIBIANS uazsunianeluszuLiioagsia vinlidnag
o KX K v | Y3 a 1 1 =] a I's &, 4" v ' = I
ArtlaDagasnen Wuslng wazpausiuleludnagnsuinay iveldlsclauiinsolny
aUmuliifaRuAgean avAnsfanNrwkiieaiea et laauanissanedaey
NAADIFILAZ AN TR ULAZ .

mfa‘@mmﬁ‘lmamﬂaﬂmu (Supply—ne‘rwork management). @TLIVANE € mm? NN9AANIT
Lmmnﬂaﬂmumuﬂfwwaﬂhmﬁm“UﬁiaLﬂmmamumammwua parinls :irnnudGa
2R9RIANTIAEITIL. ﬂi‘ZU’)uﬂﬂiLﬂﬁl’JﬂUQﬂ\‘iuﬂU A99895 LIRSS 2 192N19 AR maﬂmﬂgq
mamim,ﬁummmﬁdmauLLazﬁuﬁﬁm LLa”ﬂhﬂﬁmﬂtfuﬁaﬁuauuﬁiamiﬂ%’uﬂ@qs:umm
summmmmﬂ mfifvmﬂ’mma‘mﬂaﬂmu mfvmumﬂa“mummmaanmmmn Tpedidhvung
LW@ammaummmmmmu Uas LWJJﬂ’]ﬁ“'OmV]’]‘]Jﬂmﬂﬁ\iﬂUNﬂ\iiJﬂULLﬂwV\luﬁllm?VlW\iﬂ‘i Agn.

n1sdaansiLiATaINEgLNIU (Supply-network communication). nalnlunisaaansiy
v | 9] Aw A v | o A P a e 1 o oA A o Pa
Haaaupmsldnsiiundlanuiu. meralunisiareuuuinesi Bius dedinueaularl
G d‘l a o a o’dll =~ (%3 < o £ « I dy Q‘I
visadeslannsatinddu q visalnsdni. dmfuvany « a3ang nalnanilenaw/asuuilag
ldmupnussanisuewmatn gna visaydulaide.

N199AN9UTANTTU (INnovation Management). luasAnsiillan nuinaauilinanyuiy

v (%3 d v dl S a | a 1 % dl < S | dJ o v
nsasnuinnssudualiiumaziuuinnuAnm 9 unifuniminensiesansilos Tl
avAnsresiqnsinaulaitdAty 2 deziiulunasnisaduinngsy Ae () FadnduanudAty
Tanamne q Winunzauiunineinsndetivadidulassnisndlanalvinanauunugsan

k% dl ql ] a v S ] k% v | dl a

(ANUNA AT unssziiunalinaidaag1esauniy) 2 $1llalsazgilasanis
wazAnATININENNITUNANINAILNTATINs Lz auAnudsaviaalagang numall,

6.2 Us:anSwaveavn1suiuinis (Operational Effectiveness)
LA

Ftetinnuddansiesdneh st Artnaresnedfiansieliidanmunden
nsviauiitlaenseuasasmauguAuignAn, u'aﬂm%qﬁﬂﬂiﬂﬁiﬁﬂﬂiﬁﬁﬂizamﬁmaﬁﬂﬁua%'ﬁ’u
ruAuAUlngsuaIn1sLiRnTg wazsnwszuuasaumnAliimuietels mnuaenste
wazdinsinmanulasnsdauulanlaues.
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AAFINA

NNIAILIANALNLU (Cost Control). MIAAFLNULAYBLINANILIT IRMENAEMElUNNITANTT
NITUIUNITULL Lean. N1sanvadaualiulaanansiumanainaaiulagenis six sigma.
Al aeansastanusniuseneeslunisldminndnAyieAnANun199ANIINTZLIUNNG

(%
o

POVUA LU NI,

AnulaaafeuazneinAulaansauulanlmuad (Security and Cybersecurity).
LﬁaﬁmimﬁqmmﬁlLLazﬂ?mmm@dmiauuazmﬁmLﬁm']m,luamq%Lﬁﬂmaﬁﬂﬁuﬂﬂﬁu
fuanauuulanlaues Faufntulannss ANUABINITTBNGNALAZEINANEANULABASTE
PRUNINELAZANTAUNA NN3TANTEINenIANILrendeLlan imessaTinsdlssnay
mﬁq‘ﬁ'éqﬁmﬁiaﬂizﬁwﬁmahmiﬂﬁﬁﬁmiﬂmaqﬁﬂﬁ?. ey aefnsasdaiivumeiiiuszuy
luntsdannsFesiineamunzay T,mﬂm”aqﬂmamﬁqﬂﬁﬂmqqa‘ﬁ@ﬁéﬁﬁty ey
lunsrmuananssuNssneAulaendeuulan lawues LLﬁZ‘],Iﬂ‘j‘ﬂmﬂ’]i‘lémﬁﬁ‘]_lLLu’JVI’NImEI‘E’JjJ
Tun131i189AN3. mﬂﬁ"ﬂm‘wmé’amﬁﬁwaﬁmLLa:ﬁ’mmﬁfmﬁﬂ@ﬂmaﬂ,‘mﬁ AnaAe
wazisnnglng «q nsdnnisnisinnanulasnsauulanlaues nunefs MRt
@ﬁmuﬁqu:Lf«n:wumLwia:mﬁmrua:ar:ﬁumamam?umﬁm%‘m FMNEAUAN0IANS
ﬁaw:qﬁﬁmmﬁﬁmméqﬁm ran1sIvLINIsuaT ARgNAY mnﬁf’u’%’méﬂﬁumméqﬁmiuﬂw
ammﬁ'aﬂﬂﬂmﬁ@miuméﬂffu. ngdnmanutasndeuulanlaued a1audenistinausy
uqﬂmﬂiﬁm@hﬂﬁlﬁm%mimﬂmq"’luﬁlmmﬂiu‘[aﬁm?aumﬂ imﬁg«mi"lﬁﬂ’nmiﬁugﬂﬁq
Hevuay uwazilsing. uanaNil ﬂ"mwmuﬁmw%maﬁ’u%ﬁéauﬁdqu@ﬂméﬂﬁlﬁmﬁﬂﬁmﬂu
ﬁqﬁa@ﬂmuuuiaﬂvlfmua%ﬁmmﬁﬁﬁyu WASANIILNINNTAZIABNY. €] LAZINENNUDIANLNENENY
Tuﬂﬂiﬁﬁmﬁa%’ﬂmmmLﬂ“}laﬁl’uﬁﬁﬁi@mﬁﬂi.

AnuLlaansitluanuivinau (Workplace Safety). nasans lumazaunla s
Ufimemuinmnsgudusifeiuanulaaasieluanuiiinnu. eendlsionuy aaansiinanis
a4 o w8 | d4. 4 y
ATUNITNAAringzuruNIsuanaInazvinlidiulatnanunvinnulanulasasuniu
wnggudusug Seanunsainlllnaifiuniinisadeannuilasasazunsn (Safety-first)
dl < a Yy ‘Udl dl v [ 4' Y a
MeIWDINTeRNULLNTzLAUNRANN Inglidayaangiifededdngnseiuanuineliiig
anmunaanlunisyienuiidaansie,

ANUARLLANIANEINA (Business Continuity). tWavinlvidiulainanusasuiiueliotng

| dll a < o R K a oA '3 I n:ll o G |
rertiadlunmzaniay avdnsmsAtlitenistiiRnnsuesesAnsynuayunaniiulunisaaway
nanfuguaruTnsliungnAn sautieanunienvauasenegniu. Wusiavededdng
ANuAINITLazdaiuaregnAn aziluiumisviasAnstivunssAunisljiianas
Qs I 1 2 dl YV a v o o [« v v 3 % 4‘ Qy
Metaay a3AnsiinLInIsAuaesulinadniinnuindunadianudAyluFail
I s dl YV oa v 4‘
UINNINAIANTTINLENNTALAL.
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9ANTI LuANHAT 15 (iR NIASE) ﬁfwﬁvﬁﬁﬁhﬁ@/wﬂum?:gmﬁu
frnusnthunninssasiniamsaunnumienlunissnimaus. Anumeneurliaeins
sniiugrulAagsaiio mm/?mmn”ummwmmi/?umiﬁv?ﬁﬁu?m’mm‘(n?ﬁif@yﬁ
upzarraumATnIaL1sL ot 4.2)

s ] (%3 (%3 (%3 v v 491 =
29ANTATINLNURE T T TRse T lunndn v dlaseastenugurasssuumalulatl
v v v v v I | ﬂl s [ [~

ansauna daya uazansauna Winsauldnuliesnemaitiadlunnanunisal lunaziiu

fentRninanessusAvisatidouysd. lun19aneunumant A9 ANTINDNAINLADINIS

209 Ud1ulAAUALTIMUALDIBIANT TINTNYAAINT gNA1 Havuay Wuslng uazq

1 = Q‘y = v v Qs s dl v

ANNUTILLA. URNANT ATiin1sszanulidanmaaaiLLEUlALSILAIRIANS R lAA1LNTD

Atiugsialiatnanaiiios (iie 6.2) uaznsinmanulaensduuulaniaues.

waaws
(Results) (NJOM 7)

z o < 4. P R o <

vuanil AaseuAquuadngienuandndulunisvinliesAnsiveu @esiuds Laans
PUNTTLIUNTUATNANAUTNAATY HadnEAUNTaTiugnA1 LadndAuyAaIng Nadns
AUsTULNNILEIANILANNSINALALABIANT LAZKANIATUNMIMUNIRULAAAATAETIL.

I v dl Y ¢ o I o v o o (d‘u AJ v 1 o
nsyatiuinaangiinanazvinliaiusadneiandususunumni alaun n1sinm
nsiauspuAAEaLluLeNIaIgnALazRaTIA NMelnanITALTuNTNAE LAz oy
NFTIAAUNTLRITANG SUATINAUNNTETEUT S ALBIANTUAZIT AL ARA. VLI 7
=X | dl dl a d? a - £4 Vv 4‘ a s
AaflunurANLansasdunA Utz INATUATY” (AITAAINLNTINLN) Iatlgziiiu ﬂ’iuﬂ&gq
LAZASUIPNTTUARINTZLAIUNTUAZ AR U InailianuaanrandliluluIniaasnTui
nagNElALsINYeedANs. luruzivuin 7 ne1austidunadnsasnaning 9 aeAnsAasti
ANNEALTUNTATIA RN UNAANEILTULAIINNTANTuNIgAUNNSUTRNNS uaziTlusn
WENTOUNANITANTUNNT IUAUN ARAEL,

7.1 wadwsmuwannrurina:ns:udun1s (Product and Process Results)
LA

o YV zg = v o o a v a 97 o a oA dl o ' dl
Mdatnnudanadansnisdiiunisaunandugiazn1slfinn1sndAty tnauans
Wt,ﬁuﬁmﬁmﬁmﬁﬁuazu?miﬁﬁ@mmwLLazﬁ@mm"] %wzvi’ﬂﬁqﬂﬁqLﬁmmmﬁmﬂwmﬁ

mmgnﬁu
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AAFINA

AR LANITALUNTURINARS T (Measures of Product Performance). 1adiatiitiil

-

AITANANITALUNITATULAA DU %qLfluﬁq%mamumwmaﬂﬁﬂ wazn1gssmaula

Pinananisde NsUfauius uazanuduiuiiuesansluaunan. fIANANITANTUNS

v

PULARSUT IFUNINas AU ANLAEILNAN 7999090 lunum 3.

ARSI IAAUNAASATUN (Examples of Product Measures). N9UNATAAUNAASUT
LLazu?miﬁmmzaum%’imf«oﬁmimﬁmﬂﬁugmﬁiaiﬂﬁ mMeinAun ety tanslinuass
UDINAASUT TLALUDUAE ANUEANAINYINTSILENTT LarlunisnaLaues uazdaya
Renfuanudnelunisldou 1/1??@@mé’wm:ﬁluﬁummamﬁmsﬁﬁmmamm@ﬂé'iwmmﬁm
Tnemtheauay mmﬁy'maﬁﬁm@@ﬂﬁﬂumﬂﬁ?mamﬁmsﬁuazﬁm?.

Namwhl.ﬁun']sﬁquuamﬁmsﬁua:ﬁqﬁi’mﬁqugnﬁq (Product Performance and Customer
Indicators). ﬁﬁawﬁmﬁuﬁimiwwamioﬁﬂLﬁumi%ﬁumamﬁm%ua:u?maﬁ’uﬁa%ﬁfmﬁmqﬂﬁﬂ
Lﬂum??'mﬁami%’mmsﬁéﬂﬁmﬂ,aﬂ'ﬁﬁ'qém%’uﬁmﬂmwmﬂé’ﬂwmz iU (1) N19AIUA
LLazﬂﬂa‘jq:qLﬁuﬁaﬁmumﬁéﬂﬁmﬁm@mmwLLazQﬂﬁﬁ @) ma‘a:q'ﬁlqﬁv‘iﬂﬁmamﬁm%ua:u’%ma‘
LLmrﬁhwmﬁﬁQQ"Luma’]m UAZ (3) NITVIAMUAUTUSITUNALAZNATI NI AUAN B
PanAnfvsaLsNsiunaanuiaelaazamugniuLegné. AavidusTanA Tl
dunanafiinduiniulndvieiiddinisu Beuulas nswaauAnudaensidndny e
Tannaiuansusiazana,

fInsransNauarlss@ANanInNngzUIUNIg (Process Effectiveness and Efficiency
Measures). FIALAZAITIALTANTHALATIT Y ANTNIMNTZLIUNITDIATILD

o a Qll =X Vv v é’ 4 a a &/
e HANTANTUNITUBIT T UL UALAAIINNTARAUUIALINAY viFalnannngeUL
Tnansldmsnensvieannnielulas /vsanieuan.
o NFARATTALNTUARENATE AITUBUNANGUT YTBNTTldnasa.
1 =) v g QIQIQ d‘y o =
o Meanununslaesanads neldlslammninuanaesldiinaIu Laznigtihanade
navuun 1l
o FMTIANIRBLAUBINETUBIANT LU TLIIAN ANLEAVIELLBNNITNER APBELARS U

PRAY S A o a o 11
AN LA UNTANLATRNANST LLaxL’mﬂum‘a‘aaﬂNﬁﬁﬂmmimuqmaﬂm.
o a Y g v a o %3 v % ]
. mamimLuumiﬁﬁmu”lumumimmimummua:muauuaguﬁu 9.

.« STssAvisraIn U RenAtLaz e AL senSeLulantnues

. ﬁu%ﬁmqu:mqq?ﬁ@ Sy s uiRngsUa LN AL R I AR S uTTLA
NIZLIUNG HAAWEIINNITLN SixSigma TR uaznseansuaussouzaat@nsiug o v
fdawow,
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. ﬁq%ﬁmmm?mhﬂaqﬂmu St miam"ﬂmuauﬁﬁmmé’quaxmimmﬁﬁmqau
NIENTLALAUNTWLAZHARNNW ﬂﬁ‘j‘ﬂ%‘/‘l_lﬂi;\‘m’ﬁuﬂﬂLﬂgﬂuﬁ@HaWNELgﬂV}i@aﬂé LaznIg
ansuulunisdnnisiATanegLnu.

o NAANENNIATIALTTIUANMIENUNELDN 11U NMFATIALTTIUAUTTULLIATFIL
AN ISO Q00T1.

AIIANANTANTUNITIRIRIANTUAN1SUITANS (Measures of Organizational and
Operational Performance). ﬁﬁaﬁﬂi:[}*’ju"l,ﬁaqﬂ'mﬁmmLLa:WﬁﬁmﬁLﬂuLaﬂé’ﬂmﬁ
LLa:aqéNmiﬁiumﬁﬁmmmi:mumi‘ﬁ'éﬂﬁtyLLa:ﬂwﬁuﬂgqmﬁﬂﬁﬁﬁmi. NTWAILNAIA
fiflwandnual aasfiarsunieanuduiufilanauaztassuinauanissiunsful §iR

Qs

NSUATANN ViFaNaNITANTIUNITAUNEASUN. aeAnsAsldfiniifedauazdAny

TunisdsiiunanisantiunisassadAnsuaznisUfiinisianun saufanunson
ABN1IZYNIAULDIBIANS.

7.2 waawsmAuN1syvItiuanm (Customer-Focused Results)
AU

o Y dy =3 (%3 s ) a v I v v QI YV & i L3

datinunenadnsraananisAiun1sAunsatiugnan iauandliiuingsAns
o a va v =3 v I v v %3
mLuumi“l,mmme"l,m"l,umarmwmquwaslﬂ"l,w,l,ﬂ@ﬂm LLa:mwmmgﬂwﬂuim:ma.

AAFIUNA

NAN1TANIUNNTURR9ANT lULULA4URIGNAT (Your performance as viewed by your
customers). vdiatliuAansaianisAniiiunnsuasesAnsluyuuasrasgnminelidayaianin
NUANLINENTRY. GiJ”mdaLLasziaumﬂﬁLﬁmsﬁmmamqmﬁq

=3 | ] v
o anuimalauazanulunmalavasgnan,
Qs v v v v = v
« MadngnATll nslagnAn uaznsidegnan,
o dafaasauaingnin nedanisdedessau nsuitumdesessauasneiilsz@ntua
N3EeNSRIALTETUNARS U,
o ANAINEATUTIAINYUUBIUBIGNAT Tmﬂﬁm?mﬁqqmmwLLa:mm

. m?ﬂa‘:l,ﬁu‘l‘,mﬂgﬂﬁﬁL?'Immma:mniumiﬁmm'amﬁﬂiLLa:mmd’miumﬂﬁ?
NanSuT (AsaupquisunselunsiLEnIg.

. mmﬁuaguaﬂwﬁuﬁmmgﬂﬁﬁm'amﬁuﬁmazm%mﬁmfﬁmmmﬁm.

o M3li193A NM9TRTLAL LLazmﬂﬁ%’umaﬂﬂﬂ'ﬂwuLﬂmmﬂqﬂﬁﬁLLa:mﬁﬂﬁaizﬁlu 9.
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Anuwaladuimg Relative satisfaction) dwibanuienelavesgninidnanansiou
12 I o < | | | o dl I d o Y o @ o dyn/ <
PNIANSINELTUAMUHalamaAuILaaIANsELLAERTULA ATALAzAmATINDYR9IL0Y
TayauazansaunAInngnAn 91NaNANTBIARINLAZAINEIANTBATZEU A

nadnsnmtlaninAnunanala (Results that go Beyond Satisfaction). Fdiatiitiunadng
ﬁﬁuﬂﬂi‘li%ﬁu@ﬂ%’] fﬁqmﬁaﬂiﬁmﬁmmmﬁqwﬂwmqﬂﬁﬁ mezmmgﬁﬁuummmé’mﬁuﬁ'
[~y [ %3 dyo/ o o dld 1 1 o < =3 uIJ = (
umaiTauazminnaninnanudidalunainluauiam $IUD4ANLENELARIRIANT.

7.3 waawsmAunisyoiduynains (Workforce-Focused Results)
AU

o YV dy =3 (%3 T vV 1 v ﬂl vV < I L3 v

vdatinuienaansAunisatiuyaang iauandliiiuinasAnsaiunsnasnauas
FnEnan AR aL1UNT VN UAINLNE AN TANLIERAINT GRRFUAN LLa:ma?L??ﬂuiE
Wunyaansisua lamiiesle,

AAFILNA

1la38189NAEWSAULAAINT (Workforce Results Factors). LAEWE e LT
ilaseiilivisatiadeiannzantadns. el awmamqmﬁqmmﬂaamﬁﬂ NNFUIAIIU
nsanaan Anuianela wazdefesdeu defemnd) vemineu. dmFufmTaunesi
NUNANLLAZNNTANBDN m@vﬁmmﬁﬂuLﬁﬂﬁl,ui:ﬁuﬁmﬁuwﬁ‘m:ﬁmﬂﬁmmmmmmmmmu.
tladeiannz18989ANs AL ﬁﬁmﬁ'aqﬁﬂﬂﬁfﬂa‘mﬁumimmﬂﬁlum?ﬁ’muuazmmgﬂﬁu
UBILARINT, fademantanesuseLInIeensiineLsy nstinausudn visannstinausy
UNUANENU Lﬁaiﬁmgqmmﬁmmﬁm%mm’nummzmLLazé’m’]ﬁ’]ﬁqqﬂa’mi YRLLUA
LazAMLAEra9nNTIBas e U sl AnuduTiassnisannnuazdhadanis
Y39NANALATTITN I LRAN9T LU INT T LU LA TSNS/ LU AN 921N 9.

AnANUANNIILAZERIINGIURILARINT (Workforce Capacity and Capability). NAaWS
suméfﬁﬁfmé\'ﬁu%mmmmmmLLazé’mmﬁﬁﬁwmqmmmm%fmﬁqﬁqé’qmuﬁﬁagﬂunﬂ‘wﬁmmu
wazn1slluFusesinagIus (Certifications) dvduminsenaniiu, anasuienisdiulngeasna
UDIDIANG ﬂﬁimquﬁﬂumuﬁaammuLﬁamauaumﬁaﬁﬁmﬂuizﬁunaﬂqwﬁﬁm’]@ﬁmum

v a v v | = a v v 1 | '3 dyu v = '3
UDIPNAT. AUAIANATENITAaRAUAIANE@ TuMITAUBIAMUIIMIEiTENIT LS LIS
ANLAAAINLANUITONTATNIINAIANLS L,

ANUENALLBNLARINT (Workforce Engagement). FIRKAGNETISENIUANTTRANLLNTL
LLa:mmﬁqwa%mmqﬂmﬂi awmmﬁqmiﬂ%’uﬂqqLﬁmﬁumiﬁmﬁﬂwﬁwm TaIUs95Y
I's - = v o oa & KX v A= o o Y
AANT UazNITLANLAEUTEUTIRNARINT. NadWET e ulianaTunslayaviiuiadein
1 o o dl | a 1 v o %3 <) (% dl =X a a = ' Q(
iy uuslaniutu wnaaiudAyasiiulayanuanialssd@nanarsanadugs,
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fetnwaaiinuadugs 814 liun msineyaainsliegfuesAnsunesauiunauiain
N19313U1ATINTENE DI ALLAELNOUTILINL w?‘amﬂﬂﬁu‘umﬁﬂmuymmmﬁiﬁ%’uma@@u
o I | Y o [~ (%3 Y o g
uvelhfudiinfunainanidsunsunisimmnginvesesans.,

7.4 WadawsMUNISUNBVANSIIA:NISANUALLABVANS (Leadership and
Governance Results)

L RAFAAIUY

o YV g =3 v (‘QI o o s QI o s Y o v o Y3
vhdatinuteuadnindAyasesAnsluiseinniasansinainssaugauaznisiniy
2 ::II Y & K a Qlld < s dld a dl ° Vv
AuABNANS iauandliutsaoUNWININNIRUNR nsifiupsAnsnlasesssy mavinliussqua
ANUANUSLRAIALADAIAL,

Y o
UDAILNA

m’mﬁ"]ﬁmmmmm‘g’m@?ﬁﬂﬁﬁu (Importance of High Ethical Standards). DIANTADY
IS a oA | aQ o Y @ | a A oA IS Idy
finnsUfiResneseds uazuandliiiuinnistssngAugimlnasuiiunesgugs Ineluau
fundspudnisiadannauluEeanisiiuguaeIAnsuaz N1 L AMLTLRATELAUNNT Y
9588950 N19zANUFLRATELYEINUN. ANTNITUNITiNLALABIANTUATEUNTTALAN
ATAAAILATANANITANLTLNNGINEIDRENALNIANE LAZRDANTHANITANTUNITAINGT?
I auladudalasus.
o oo o < s = o @ A |
HAAWENIIENTU (Results to Report). WAANSUDIANANTAIITILDIANUENTANTAALAL
Tun 9l ungssidauAUAIIAaN NYYLIE uaTNFdLdiNALAIN 9 Lanis
peye@aLlAEvENUNASEVITEVIENUNATILALWYUANTBIMUANIIMANZ AN NAGHERNY 9
mimuﬁqm@aﬁuagummmqﬂLLa:maﬂiﬂmﬁ‘umﬁqmJLLa:mmﬁfuaHuﬂ;muﬁﬁﬂﬁmg.

mignﬁiﬂﬁﬂuw?ﬂm‘[wu(Sonc'rions or Adverse Actions). ¥INBIANTIAEQNABATUVISAA L

v = v o a = v 1 dd‘ ] s 'g

nelingnung ngevideudetiedu vredynn Tuaae s Tdwun esdAnsasastivgnisnl
LLa:amwﬁﬂﬁﬂﬁmm 2AUNINIFANIUNNTIANATIRINUNT ARG ARE
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7.5 waawsmun1s1ou maia na:nagns (Financial, Market, and Strategy
Results)

LRAFAAUN

o VYV quj a o TV a dl o o d‘l v Y <X o|/ a

miatinmalszilunadndmunistuiazaanandnaty e lidnlatemnuduAmensRu
SIUTNAMUNINIELAZAMUENFIPIUAAIAURIDIANT. UANAINT F9AFI9L 2T UANLANISS
UBNALNERIANTBNAE.

AAFILNA

UNLMUB4HLNTZALAN (Senior Leaders’ Role). friavsneulumdeihiufmiangin
a:ﬁugﬂmumiﬁmmmaaﬂ'ﬂmﬁmm INaLT I UNANITATELNNTLA L ANLITUAINNNNNT U
UDIAIANT.

m’mmmmvau (Appropno’re Measures to Report). uanuitlaanminluida 7.50.(1)
fIauasiIsaduns Guiitinray enasandeeels swdsyan miﬁma‘mmwu gIUz
AMUIRUAR (cash position) uﬂamaumwmjm (net assets) ammmumuau (debt leverage)
2A3RUAR (cash-to-cash cycle time) lsgrEmeiiu UsravEnmasainissnitiunisiunisitiu
N9ALRU (collections) NEaINIALEY (biling) mau?migﬂmﬁ (receivables) UATNANALILVIY
NNNMIRL. FIRLansATtiuNIAURaInenasILiaInNRELInNIegsia wansTusng
waznisiingratnivi visednaiusalnussnandunin,

ﬁ?fﬂﬂﬂﬁ‘ﬁ'}ﬂaqwﬂﬂﬂaﬁﬁ (Measures of Strategy Implementation). Lia3a1Na3ANg
TruuNInddfy i lunieiivuadiaivunzay neiannufIIntIrasALdse
punagmitiiuFamimead N, Mminanuimtamnaninliuenmsivuanaang
QI v g o [~$ v %3 T a T a I :; = v
nazauiilszasAvaenadiiavingannuinglsrasAilanagnsidanay antiuasld
hilszasAmananiunnivuasdnluananans,
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A1dgVNAzuUdAARAn
(Core Values and Concepts)

AfleuazmnARTEnTaaNMTITs AL HuanudeuaswgAnssuiind
fednogluasdnsiifinanisaniunsiidudavatous. Adauuazuuadandnmani
Jusangrunisysnnnisssminananissiunisiiddyuasdadmuaresnisfimine
nelansatiunadng nelfAniug MR nstleundy wazanuiiiuaesesdns.

NUTENTAAUN NI SovintulneendedauazunAananag o fail
o yuuasludez,

e NN9UNRIANTRENNTNEEAL,

. m’wmﬂu@ﬁﬁq«ﬁugﬂﬁm

o MsliAnudAyiLyAaINS.

o NNIBHUITLALBIANT WATAIUARDIGA.
o nosutiuanudia,

. MedANNALELIANTTY,

« nednnsinglddayassa,

o ngvindsleanilvidsay,

e 3E835UKAZANUILIT4.

o NNIANUBLAUAATNAANS,
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yuuevlulBos:uu (Systems Perspective)

a =3 v LY s | I's YV 's dJ =
yuuadludesruy vinede nednneiesaLlsznemnauuesesrns liiiuasansvilimen
\aussqiusia AnudFeegneitles uaznantsantuniemiiuwds. Yuueaaeszuy
FanUN8D4N199AN1909ANT Al A LT UNURIT L UL AN TR LT TINULAZ AU TILARS
Tudslaniadmsuanuduiusivyl wazetafluanuduiusmduuinngsy. n199manIs
NAN12ANLUNNTIAsITILURIadANTa sz auAIudsa e 5mmﬁﬂmim:wﬁﬂ§’hmﬁm
dld a oA ell dll [%3 o L [~3 I g
Wuszuuidnisdfimnisimaulaiu. nnsduaszilullsziauianizuaiunazadang
v = % [~ QI Q‘I ) v ) [~
AuaananaadllluluImaAeiy uaznisysunig udwvinlvssuutsrauanudniga,
*N3EUATIZIA (synthesis) MUNEN N1TUBININTINURIRIANsIne T AN UARINNI g Ay
1844509 TIDANTTOUIANUBIBIANT TngUsrasAidanagng wuulfiRnag szuneu
LATAMNABINITIRIYAAINT. “ANAanAaadllluuLINILALiY ey NsUfiTA
MAeutesiusziuesans evinlndulatnunueu nezuiunis MIn waznslfiimnig
g o Tannuasnndediflunumiameiiu. “nsysannts dunismessnannaAnuaanaied
1luuuanruasadu aldedAlsznatumazdiuaads s ULNITTANITNANITANLLLNG
2 = a oA I tﬂl [ %% < Qll [~ | %% dl v a
wpspAnsinsfiimnisasnadianlasiuaunuuuasas weflulsslsaisuiune e
NAANETIARINS.

uanantl esAnsagnialuszuuiinAgsia — 1ASDUNEEIANTANY ¢ SIuDaTUs TS
Heasuay AAusINlle ALY gNAN TN wazesAnsifeadastu q Minnalukaznieauen

| = & | s & oA
mpduvisagnamnesy. neluszuuaualvail unumsznisesdnseraullasndulva

{ aQ g’ o | Vv ql o s aQ aQ L

deiillamafinuuuazandusieadasuudas. dwiuszuntinegsia nsdunsizinuneis

v I P @ | 1< wad o o A s I
nsidnlarasansifudiuniivresninsaulng Tsupuaniand AynesAnsidqusiy
TumsWuazfedlifuaniusilng ganusiuile AU gnA TuILLAZaNAnsNeIdasdY o)

LARFInann Ul wan AL UNMEIUNT LTI IANIE M ULUIN NI IITAAA TN
WANTNA (TN 8) yuueudNgTuY maumquﬁqm?ﬁ'Qﬁ’r—;:ﬁugwmmﬁﬂﬂﬁmméﬂﬁm
peAMAINagiuazNITLTiugNA Soneanuh HUN9LALIAIFABNATINAARNL MELAUSY
WAZAANNTHANITANTIUNG Tmamﬁmaé’wélﬂuﬁugm. yeananii YUUBWTNS UL Mg
Sannaldi5%n TTR aussouzrdnUesedAng UATAUTUBNBIANT Lﬁﬂﬂ%WQﬂaqwéﬁéﬁﬁm
LLa:L?ﬁaiﬂ,ﬂqﬂaqwéLma'qﬁuLiqﬁU@:uuqnuLLa:m:mumiﬁ'éﬁﬁmw FAnN19ANLLAEN

wazdnassninansiiidanuasnasedlluwuimiaaeiiu ietiulaanisaniiunig
1aeI92 LLa:ﬁ’]‘Lﬁ@uﬂé"nLLazQﬁéquiﬁdquLamﬁqwa%. ANLEILLAZLUIAAVIAN LU 7 VLA
wazuumnnsinzuuy iasAtsznauiugiutasnalnnisysannisssunidame iy,
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n1su1avAnsagviiddenu (Visionary Leadership)

U9 ALUEIIDIBIANTAITTINUATAETTAL a?wua?immﬁﬁq'mﬁuqﬂﬁﬁ a59Antiey
LLaz@?ﬂﬁﬁmaqmﬁm‘ﬁﬁmmﬁfrﬂLﬁ)uLLa:Lﬂugﬂﬁﬁu ﬁ‘mﬁy’mmummmmm"ﬁﬁqq
dmiuyaains. el A1ley LazAMUAIANTIURIBYANT AITTAIUALARTININN
pnuRaInsuaedliddsynngu. gursesrirfiuliinisaianagns sy wazignng
P9 9 Lﬁama‘aqféwm’m%ua:%mmmmin nezAUlAiANNTATNUIANgTY SannsAnuiAes
1n3zANUTLRRIEL (accountability) miqmamiﬁmﬁumiﬁﬂmaﬂ %w:ﬂﬂﬂgﬂmmﬁm%
atraLianinIAng.

ﬁﬂﬁﬂmmzﬂaqm%ﬁiﬁﬁmumﬁ msEnngFuRIng I LA NI FRALLAURIRIANS.
Hinsriugesinsadauseiunala neziu uaraudsuliyaainsynaulausaulunisyili
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Process Scoring Guidelines
(For Use with Categories 1-06)

SCORE PROCESS

o No SYSTEMATIC APPROACH to item questions is evident; information is ANECDOTAL. (A)

0% o Little or no DEPLOYMENT of any SYSTEMATIC APPROACH is evident. (D)
or ¢ An improvement orientation is not evident; improvement is achieved by reacting to problems. (L)
5% ¢ No organizational ALIGNMENT is evident; individual areas or work units operate independently. ()

e The beginning of a SYSTEMATIC APPROACH tfo the BASIC QUESTION in the item is evident. (A)
10%. 15%, | o The APPROACH is in the early stages of DEPLOYMENT in most areas or work units, inhibiting progress in
20% or achieving the BASIC QUESTION of the item. (D)
25% e Early stages of a transition from reacting to problems to a general improvement orientation are evident. (L)

¢ The APPROACH is ALIGNED with other areas or work units largely through joint problem solving. (1)

¢ An EFFECTIVE, SYSTEMATIC APPROACH, responsive fo the BASIC QUESTION in the item, is evident. (A)
30%, 35%, | e The APPROACH is DEPLOYED, although some areas or work units are in early stages of DEPLOYMENT. (D)
40% or ¢ The beginning of a SYSTEMATIC APPROACH to evaluation and improvement of KEY PROCESSES is evident. (L)
45% ¢ The APPROACH is in the early stages of ALIGNMENT with the basic organizational needs identified in response

to the Organizational Profile and other process items. (1)

o An EFFECTIVE, SYSTEMATIC APPROACH, responsive fo the OVERALL QUESTIONS in the item, is evident. (A)

¢ The APPROACH is well DEPLOYED, although DEPLOYMENT may vary in some areas or work units. (D)

e A fact-based, SYSTEMATIC evaluation and improvement PROCESS and some organizational LEARNING,
including some INNOVATION, are in place for improving the efficiency and EFFECTIVENESS of KEY PROCESSES. (L)

50%. 55%,
60% or

65%
e The APPROACH is ALIGNED with your overall organizational needs as identified in response to the

Organizational Profile and other process items. (1)

e An EFFECTIVE, SYSTEMATIC APPROACH, responsive fo MULTIPLE QUESTIONS in the item, is evident. (A)
o The APPROACH is well DEPLOYED, with no significant gaps. (D)
70%, 75%, | e Fact-based, SYSTEMATIC evaluation and improvement and organizational LEARNING, including INNOVATION,
80% or are KEY management tools; there is clear evidence of refinement as a result of organizational-level ANALYSIS
85% and sharing. (L)
o The APPROACH is INTEGRATED with your current and future organizational needs as identified in response to

the Organizational Profile and other process items. (1)

o An EFFECTIVE, SYSTEMATIC APPROACH, fully responsive fo the MULTIPLE REQUIREMENTS in the item, is evident. (A)
e The APPROACH is fully DEPLOYED without significant weaknesses or gaps in any areas or work units. (D)

Fact-based, SYSTEMATIC evaluation and improvement and organizational LEARNING through INNOVATION
90%. 95%

or 100%

are KEY organization-wide tools; refinement and INNOVATION, backed by ANALYSIS and sharing, are evident
throughout the organization. (L)

o The APPROACH is well INTEGRATED with your curent and future organizational needs as identified in response
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(Process Scoring Guidelines) (Nuon 1-6)
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Results Scoring Guidelines
(For Use with Category 7)

SCORE RESULTS

e There are no organizational PERFORMANCE RESULTS, or the RESULTS reported are poor. (Le)

0%

» TREND data either are not reported or show mainly adverse TRENDS. (T)
or

o Compoarative information is not reported. (C)
5%

o RESULTS are not reported for any areas of importance to the accomplishment of your organization’s MISSION. (1)

o A few organizational PERFORMANCE RESULTS are reported, responsive to the BASIC QUESTION in the item,
10%, 15%, | and eary good PERFORMANCE LEVELS are evident. (Le)
20% or » Some TREND data are reported, with some adverse TRENDS evident. (T)

25% Little or no comparative information is reported. (C)

o RESULTS are reported for a few areas of importance to the accomplishment of your organization’s MISSION. ()

¢ Good organizational PERFORMANCE LEVELS are reported, responsive to the BASIC QUESTION in the item. (Le)

30%, 35%.
¢ Some TREND data are reported, and most of the TRENDS presented are beneficial. (T)

40% or
45%

o Early stages of obtaining comparative information are evident. (C)

¢ RESULTS are reported for many arecs of importance to the accomplishment of your organization’s MISSION. (1)

¢ Good organizational PERFORMANCE LEVELS are reported, responsive to the OVERALL QUESTIONS in the
item. (Le)
50%. 55%. | e Beneficial TRENDS are evident in areas of importance to the accomplishment of your organization’s MISSION. (T)
60% or ¢ Some current PERFORMANCE LEVELS have been evaluated against relevant comparisons and/or BENCHMARKS
65% and show areas of good relative PERFORMANCE. (C)
¢ Organizational PERFORMANCE RESULTS are reported for most KEY CUSTOMER, market, and PROCESS

requirements. ()

o Good-to-excellent organizational PERFORMANCE LEVELS are reported, responsive fo MULTIPLE QUESTIONS in
the item. (Le)

» Beneficial TRENDS have been sustained over time in most areas of importance to the accomplishment of your
organization’s MISSION. (T)

o Many fo most TRENDS and current PERFORMANCE LEVELS have been evaluated against relevant comparions
and/or BENCHMARKS and show areas of leadership and very good relative PERFORMANCE. (C)

o Organizational PERFORMANCE RESULTS are reported for most KEY CUSTOMER, market, PROCESS, and ACTION
PLAN requirements. (1)

70%, 75%,
80% or
85%

¢ Excellent organizational PERFORMANCE LEVELS are reported that are fully responsive to the MULTIPLE
QUESTIONS in the item. (Le)

00%, 95% | © Beneficial TRENDS have been sustained over time in all areas of importance to the accomplishment of your

or 100% organization’s MISSION. ()

e Industry and BENCHMARK leadership is demonstrated in many arecs. (C)

¢ Organizational PERFORMANCE RESULTS and PROJECTIONS are reported for most KEY CUSTOMER, market,
PROCESS, and ACTION PLAN requirements. (1)

Excellence Framework 2020-2021:....

TQA Criteria for:Performance

164




HUONNISIAAzIUUWAAWS
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